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ABSTRACT 

TRIGO is a company that has a strong global presence in four continents include America, 

Africa, Europe and Asia respectively. Notwithstanding, there are problems about the knowledge management 

that have never been handled. The purpose of this project is to propose a way to implement the customer 

knowledge management for TRIGO. The research methodology has been conducted through 4 phases 

include diagnosis phase, benchmarking phase, definition of service standard phase, and the recommendation 

phase serially. 

After analyzing the internal needs within the company, researcher found interesting facts about 

the root cause of the currently inefficient process. The benchmarking phase implied that the well-established 

current knowledge sharing platform has already been the right answer for the company. However, the full 

potential has never been squeezed out since it is not only about the tool aspect that needed to be taken into 

account. The service standard offer phase would create the mental image for the clients in terms of what they 

can anticipate to get from the provided services offered by the company. After all, the proposed CKM model 

was proposed in the recommendation chapter as a guideline for the CKM strategy implementation in the 

future. However, there will still be some facets out of the scope of the project that needed to be further 

developed and will be described in the paper. Nonetheless, the proposed results have been highly appreciated 

by the company and the outcomes will become the starting point for CKM system development within 

TRIGO. 
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CHAPTER I 

INTRODUCTION 

 

 

1.1  Background 

Referring to the company project which was the assignment at IAE Toulouse, 

Universite’ Toulouse 1 Capitole, the researcher was assigned to work with TRIGO for 

three months. First of all, the researcher would like to illustrate the company overview 

to enhance a common understanding in terms of its missions as well as the geographical 

areas covered as follows. 

TRIGO is a quality services provider founded in 1997 to offer quality support 

and conformity assessment services for the manufacturing sector. TRIGO has become 

a globally renowned company, serving the automotive, aerospace, railway and other 

heavy transportation industries with more than 7,000 employees in 400 industrial sites 

throughout Europe, North Africa, Asia, and South-America. Moreover, TRIGO provides a 

comprehensive range of corrective and preventive quality inspection and management 

services, such as sorting & rework, pre-shipment inspection, incoming inspection, NC 

management, quality resident engineering, suppliers audit, certification support, supplier 

quality development, quality trainings and so forth. On the other hand, TRIGO provides 

operational quality management solutions along the supply chain for the manufacturing 

sector in the transportation industries. Within TRIGO, the Aerospace & Heavy Transportation 

Business Line is responsible to develop transnational sales to aerospace & heavy vehicles 

customers by optimizing service portfolio and synergies. It covers international tenders, 

market intelligence and cross fertilization of best practices between Aerospace & Automotive 

business segments. Notwithstanding, the project that was proposed by the company is 

about how to implement customer knowledge management. 
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Figure 1.1  TRIGO’s World Position 

 

 

Figure 1.2  TRIGO’s Key Figures 
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Figure 1.3  TRIGO’s Organizational Structure 

 

 

1.2  Problem Statement 

TRIGO is the company has a strong global presence in 4 continents around 

the world in Europe, North Africa, Asia, and South-America. By considering these 4 

continents, the company has had the footprints in 26 countries so far. Notwithstanding, 

it has been an inconsistency of policy in terms of the knowledge management to share 

best practices among the different strategic locations around the world. In other words, 

the information in terms of problems and solutions that has been gathered from one 

part of the world has not been shared effectively to all the others. Meanwhile, the 

company was aiming to expand the business into an aerospace industry which is the 

most profitable business line. As a result, an efficient knowledge sharing procedure is 

indisputably essential for the company in order to foster the global network to come up 

with the comprehensive quality solutions.   

 

 

1.3  Main Goal/ Scope of the Project 

Since there have been an inconsistent practices and inefficient knowledge 

sharing across the globe, therefore, the goal of this project is to provide the solution to 

augment the efficiency in knowledge sharing process.   
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Regarding the scope of the project, first of all, it is to propose a tool to 

implement internal customer knowledge management by 

1. Accumulate knowledge after each mission, return on experience and 

lessons learnt. 

2. Share day-to-day records and historical data inside the quality network 

globally. 

3. Capitalize on previous experience for the benefit of TRIGO network and 

customers for novelty and innovation in terms of processes, procedures and services. 

The proposed tool will be directly beneficial for 4 groups of people include: 

1. Quality Consultants: They are those who are from TREQ department 

and they are responsible for the customers who require customized services apart from 

standard services normally offered by TRIGO. Basically, the mission of TREQ department 

is to deliver scalable and customized project-based solutions to individual quality 

challenges all around the world.   

2. Business Managers: They are those who know business as a whole. So, 

they are responsible to develop quality business in new countries as well as identify 

and deploy new services related. 

3. Quality Managers: They are those who manage quality inspectors and 

directly deal with customers to handle their requests. They implement the action plans. 

Furthermore, they are the people who decide the level of access to the data content for 

the quality inspectors and give the access rights to them. 

4. Quality Inspectors: They are those who directly deal with problems at 

customers’ manufacturing sites around the world in order to execute the work and 

provide the quality solutions for the clients. They usually perform their tasks according to 

orders task by task. 

Secondly, it is to propose the newly invented customer knowledge management 

(CKM) model at the end of the day in order to guide the operational procedures within 

TRIGO in the future and also to enhance the consistency of policy to share the best 

practices globally. 
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CHAPTER II 

LITERATURE REVIEW 

 

 

This chapter emphasizes the significance of the completed processes regarding 

the customer knowledge management which will be applied to analyze the current 

problems as well as to guide the solution for TRIGO which is a comprehensive quality 

services provider. The information from this chapter will be applied to foster the analysis 

chapter as well as the recommendation chapter accordingly onwards. 

 

 

2.1  Customer Knowledge Management (CKM) 

Foremost, the researcher would like to begin with the definition of the 

knowledge management before continuing with other supporting ideas. Indisputably, 

there have been a lot of published definitions of knowledge management so far. However, 

there are some meticulous definitions that have been selected by the researcher and 

they are as follows: 

“Knowledge management is a business activity with two primary aspects: 

Treating the knowledge component of business activities as an explicit concern of 

business reflected in strategy, policy, and practice at all levels of the organization; and, 

making a direct connection between an organization’s intellectual assets-both explicit 

(recorded) and tacit (personal know-how)- and positive business results” (Barclay and 

Murray, 1997). 

“Knowledge management is the concept under which information is turned 

into actionable knowledge and made available effortlessly in a usable form to the people 

who can apply it” (Information Week, Sept.1, 2003). 

Undoubtedly, the definitions of knowledge management can be given 

differently based on different perspectives. Whereas the first description is distilled from 

the business perspective, the second description provided inclines to be more process 

or technologically related. However, there are two general objectives which are typically  

.
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addressed by knowledge management, i.e. knowledge reuse for more efficiency, innovation 

for more effective ways of doing things. 

Regarding the customer knowledge management (CKM) in this paper, it is 

about how to manage knowledge received from the customers so that the assembled 

knowledge can be useful in the future. In other words, it is about how to gain the return 

on experiences that have been accumulated from the customers so that those experiences 

can be deployed to foster the future missions of TRIGO. 

Nonetheless, regarding the 2 kinds of knowledge, there are some obvious 

contrasts between the tacit knowledge and the explicit knowledge in terms of their 

properties. Actually, the tacit knowledge tends to reside “within the heads of knowers”, 

whereas explicit knowledge is usually contained within tangible or concrete media. In 

fact, tacitness is a property of the knower: what is easily articulated by one person may 

be very difficult to externalize by another (Dalkir, 2005). 

 

Table 2.1 Comparison of Properties of Tacit vs. Explicit Knowledge 

Properties of Tacit Knowledge Properties of Explicit Knowledge 

- Ability to adapt, to deal with new and 

exceptional situations. 

- Expertise, know-how, know-why, and 

care why 

- Ability to collaborate, to share a vision, 

to transmit a culture 

- Coaching and mentoring to transfer 

experiential knowledge on a one-to-one, 

face-to-face basis 

- Ability to disseminate, to reproduce, to 

access, and to reapply throughout the 

organization 

- Ability to teach, to train 

- Ability to organize, to systematize; to 

translate a vision into a mission 

statement, into operational guidelines 

- Transfer of knowledge via products, 

services, and documented processes 

Source: Dalkir (2005) 

 

By knowing the differences between the tacit and the explicit knowledge 

first, the researcher believed that it would be beneficial to point out the root cause of 

KM problems within TRIGO. However, it is undeniable that technology plays an 

important role to deal with the transition from the tacit knowledge to be explicit.  These 

days, by writing help articles, know-how manuals, guides etc. in the knowledge 
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management tool that can be viewed by other employees, it can help experts to make 

their tacit knowledge explicit easily, and this can help in disseminating and re- applying 

the knowledge throughout the organization (4). This means that a knowledge sharing 

platform is a key factor to foster the stated transition to be successful. 

After the differences of those two kinds of knowledge have already been 

identified, the researcher was interested in the processes of knowledge management in 

order to analyze the current TRIGO’s process and apply the concept of the integrated 

KM cycle into the proposed CKM model in the recommendation phase. The researcher 

believed that it is crucial for TRIGO to have a systematic customer knowledge management 

process since the company has not had any concrete KM process so far. That is why 

the Integrated KM Cycle, the model that has been widely used nowadays, was introduced 

as a guideline as follows before inventing more specific and more detailed processes 

specifically for TRIGO in the last chapter.  

This model proposed by Dalkir has been integrated from 4 major approaches 

include: Meyer and Zack (1996), Bukowitz and Williams (2000), McElroy (2003), and 

Wiig (1993). The reason that these approaches are selected is because they meet the 

following criteria: 

1. They are implemented and validated in real world settings 

2. They are comprehensive with respect to the different types of steps 

found in KM literature 

3. They include detailed descriptions of the KM processes involved in each 

step (5)  
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Figure 2.1  An Integrated KM Cycle 

Source: Dalkir (2005) 

 

An Integrated KM Cycle contains three major stages, i.e. Knowledge capture 

and/or creation, Knowledge sharing and dissemination, Knowledge acquisition and 

application serially. The transition from knowledge capture and/or creation to knowledge 

sharing and dissemination, knowledge content needed to be assessed. Knowledge is 

then contextualized in order to be understood (“acquisition”) and used (“application”). 

After all, the knowledge will be fed back into the first one in order to update the knowledge 

content (Dalkir, 2005).  The researcher will describe the key concepts for each of the 

three major stages as follows:  

 

2.1.1  Knowledge capture and/or creation 

The first stage of the knowledge management cycle starts with knowledge 

capture and codification. In other words, tacit knowledge is captured or elicited, and 

explicit knowledge is organized or coded (Dalkir, 2005). Provided that the company 

can transform individual knowledge into organizational knowledge, the company will 

be able to gain a competitive advantage. Furthermore, the company will be able to compete 

more effectively in the future providing that an organization’s knowledge base coupled 

with the potential of individual skills, competencies, thoughts, innovations, and ideas 

are fully utilized. However, “the tacit knowledge may require much more significant 

up-front analysis and organization before it can be suitably described and represented” 

(Dalkir, 2005). Thus, this paper will not emphasize about how to tackle tacit knowledge 
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which have many ways range from simple graphical representations to sophisticated 

mathematical formulations which depends on each individual task. Contrarily, the paper 

will focus on the process to turn tacit knowledge to be explicit by applying the automated 

knowledge taxonomy method inside the KM tool. On the other hand, to communicate 

knowledge much more widely and with less cost, the knowledge needed to be converted 

into a tangible, explicit form such as a document through the knowledge codification 

which is the next stage of leveraging knowledge (Dalkir, 2005). Nonetheless, the proposed 

CKM model by the researcher in the last chapter was designed to enhance the knowledge 

creation process by considering this caption. 

 

2.1.2  Knowledge sharing and dissemination 

Once the knowledge has already been captured and created, it needs to be 

shared and disseminated throughout the organization. The company needs to create the 

Knowledge-sharing communities which are not just about providing access to data and 

documents but they are also about interconnecting the social network of people who 

produced the knowledge. A good knowledge management system should include 

information not just on the people who produced the knowledge but also on those who 

will make use of it. Furthermore, making the knowledge visible is one way to facilitate 

knowledge sharing. “Knowledge sharing can be made more visible by making the 

interactions online in some way” (Dalkir, 2005). Notwithstanding, “the organizational 

culture and climate may either help or hinder knowledge sharing. An organizational 

culture that encourages discovery and innovation will help, whereas one that nurtures 

individual genius will hinder. An organization that rewards collective work will help 

create a climate of trust, whereas a culture that is based on social status will hinder 

knowledge sharing. Without a receptive knowledge-sharing culture in place, effective 

knowledge exchanges cannot occur. Significant organizational changes may need to 

take place before effective knowledge sharing can begin to take place” (Dalkir, 2005). 

Here we can see main factors that can directly affect the effectiveness of knowledge 

sharing and dissemination which include the ability to create knowledge-sharing 

communities, the ability to make knowledge visible, and the ability to create an organizational 

culture that contribute to knowledge sharing respectively. 
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2.1.3  Knowledge acquisition and application 

This is the final step in the knowledge management cycle after the knowledge 

that has already been created, shared is put to actual use. On the other hand, the actual 

use of knowledge that has been captured or created and put into the KM cycle is the 

knowledge application. “This is knowledge reuse, the process whereby useful nuggets 

of knowledge or knowledge objects are made available in a library of such objects. 

These knowledge objects can be annotated references, components (programs or text), 

patterns, or other types of containers” (Dalkir, 2005). The goal is to enhance the time 

reduction in completing tasks as well as the higher standards of work quality. Furthermore, 

the reuse of tacit knowledge will enhance a long-term advantage especially for those 

who need the advice of more experienced colleague. Besides, the explicit knowledge 

that are accessible to everyone will be useful for the company in the long run. Basically, 

“there are three major roles required for knowledge reuse: the knowledge producer, the 

person who produced or documented the knowledge object; the knowledge intermediary, 

who prepares knowledge for reuse by indexing, sanitizing, packaging, and even marketing 

the knowledge object; and the knowledge reuser, who retrieves, understands, and applies 

it. Of course, these roles are neither permanent nor dedicated- individuals will perform 

all three at some time during their knowledge work. Knowledge repackaging is an 

important value-added step that may involve people, information technology, or, as is 

often the case, a mixture of the two” (Dalkir, 2005). However, in order to facilitate 

knowledge application at the organizational level, a KM organizational architecture needs 

to be designed, developed, and implemented. Here we can see that the knowledge 

acquisition and application stage is principally about how to reuse knowledge in the 

system effectively to enrich the future missions of an organization. Moreover, it is about 

how to add value to the knowledge base by updating the knowledge content back to the 

cycle to enhance a continuous improvement of an organization.  
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Figure 2.2  Complete Components In An Integrated KM Cycle 

Source: Dalkir (2005) 

 

According to the figure 2.2, there are 5 components that will enhance the 

success of KM in an organization. Those components include Organizational Culture, 

KM Strategy, KM Metrics, KM Technologies and KM Team respectively. In regard to 

an organizational culture, “implementation of knowledge management almost always 

requires a cultural change- if not a complete transformation, at least a tweaking of the 

existing culture(s) in order to promote a culture of knowledge sharing and collaboration” 

(Dalkir, 2005). Regarding the KM strategy, “it is a general, issue-based approach to 

defining operational strategy and objectives with specialized KM principles and 

approaches. The result is a way of identifying how the organization can best leverage 

its knowledge resources. Once this fundamental KM strategy is defined, baselining 

and technology options may be explored” (Dalkir, 2005). The organization will have a 

road map to identify and prioritize KM initiatives, tools, and approaches to support 

long-term business objectives once the KM strategy is defined (Dalkir, 2005). In addition, 

the organizational learning and continuous improvement can be achieved by having 

the KM strategy that provides basic building blocks so that the better ways of thinking 

and doing can be realized by everyone in order to not waste time repeating mistakes 

(Dalkir, 2005). Regarding the KM metrics, the assessment framework should ideally 

be included in the KM strategy to monitor progress of the targeted KM objectives 



12 

 

(Dalkir, 2005). Three commonly used techniques to assess the KM metrics include 

benchmarking, the balanced scorecard method, and the house of quality metric (Dalkir, 2005).  

In regard to the KM technologies, diverse tools that come into play throughout 

the KM cycle are required for the knowledge management implementation. For better 

knowledge capture, sharing, dissemination, and application, the communication, collaboration, 

and content management are facilitated by technology (Dalkir, 2005). Towards the last 

component which is the KM team, “one approach to forming an effective KM team is 

to define the different types of KM professionals and the types of skills, attributes, and 

background they should ideally possess. The ultimate goal is to develop a list of cognitive, 

affective, and psychomotor skills together with the required competency levels for 

each skill” (Dalkir, 2005).  

By considering this project proposed by TRIGO, there were 3 components 

which are regarded to be out of the scope for the project includes the organizational 

culture, the KM metrics and the KM team serially since the project had no focus on 

the implementation or the execution phase. On the contrary, the project focused on 

how to initiate the notion about the customer knowledge management for the quality 

inspectors network which mainly links to the KM technologies in terms of how to select 

the most appropriate tool for TRIGO. After all, the proposed CKM process related to 

the chosen tool will be used as a guideline or a starting point to navigate the KM strategy 

implementation in the future. In other words, this paper will be related principally to 2 

components, i.e. the KM strategy and the KM technologies. However, the further 

development of the view on the support of the proposed CKM system will still be essential 

including other facets related to another 3 components that have already been described.   
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CHAPTER III 

RESEARCH METHODOLOGY 

 

 

3.1  Steps of the Project 

Regarding the research methodology, there were 4 principal phases according 

to the provisional planning proposed to the company since January 2017. Those phases 

include diagnosis phase, benchmarking phase, service standard offer definition phase, 

and recommendation phase serially. Nevertheless, each phase contains detailed steps 

to navigate the research as the following illustration. 

 

3.1.1  Diagnosis  

Steps: 

1. Identify the notion of knowledge management 

2. Analyzing current TRIGO processes and internal needs through: 

 the interviews with TRIGO employees 

 internal documents 

3. Examining the existing tools currently used by TRIGO 

 

3.1.2  Benchmarking 

Steps: 

1. Defining the criteria for the tool based on TRIGO needs 

2. Searching for the existing solutions used by the competitors 

3. Analyzing pros and cons of the solutions identified 

4. Selecting the best possible solution for the company 

 

3.1.3  Service standard offer definition 

Preparing a standard sales offer for the potential customers explaining the 

benefits of the chosen tool 
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3.1.4  Recommendation 

Providing recommendations for the tool implementation as well as proposing 

customer knowledge management (CKM) methodology for TRIGO 

By the way, these are the steps presented by the researcher in this paper. 

However, the theoretical analysis was also applied in the diagnosis phase to analyze 

the interview results from the interviewees who have been interviewed. Moreover, the 

framework provided in chapter 2 was applied as a guideline to find the appropriate 

solutions to fill in the gap. By following this research methodology, the proposed 

CKM model will finally presented in the last chapter by aiming to be implemented as 

a guideline for the CKM process inside TRIGO in order to be one part to enhance the 

competitive advantage of the company in the long run. 
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CHAPTER IV 

DATA ANALYSIS PHASE 1 (DIAGNOSIS OF CURRENT 

TRIGO’S PROCESS AND INTERNAL NEEDS) 

 

 

4.1  Introduction 

In the frame of Internal Customer Knowledge Management (CKM) project, 

the four main milestones were identified: diagnosis of current TRIGO process and 

internal needs for KM, benchmarking of existing solutions, preparation of service 

standard offer for the selected KM tool and recommendations for its implementation. 

The main goal of the project is to propose a tool that will facilitate the capitalization 

on previous experience for the benefit of TRIGO network and customers by accumulating 

knowledge and methods employed that can be beneficial for future missions. 

This chapter presents findings for the first stage of the project and gives an 

overview on the current existing KM tools and internal KM needs which were identified 

during interview sessions with TRIGO employees. The interview questions were classified 

in four main topics: scope of activities of TRIGO representatives, current KM tools 

used by the teams, the description of ideal KM tools and implementation perspectives 

respectively. 

After finalizing the interview sessions, all answers were gathered and synthesized 

in the comparison table highlighting the similarities and the differences in KM practices 

mentioned by the interviewees. The table is illustrated in the Appendix C.  

The analysis of existing KM practices and problems discussed with the 

interviewees will facilitate the decision-making for the new KM tool. Understanding 

current requirements from TRIGO employees could help us find a new KM solution 

that could better fulfill the needs of the users in the future. The results from the diagnosis 

phase will foster the benchmarking process in the next phase as well as will contribute 

to the last phase of the project dedicated to the new KM tool implementation in TRIGO 

globally. 
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4.2  Objective 

The main objectives of the diagnosis phase include: 

1. Identifying the roles of the interviewees and their scope of activities 

2. Analyzing current TRIGO processes and related KM needs  

3. Examining the existing tools currently used inside TRIGO globally 

4. Identifying the characteristics of the ideal KM tool 

5. Implementation practices of IT tools in TRIGO 

 

 

4.3  Interviewees 

There four main target groups that were identified for the project: quality 

consultants (TREQ), business managers, quality managers and quality inspectors (residents). 

TRIGO employees from first three groups were invited for the interview sessions 

representing aerospace, automotive and heavy transportation industries. 

TRIGO employees participated in the interview sessions include: 

1. Interviewee 1 

Role: Global Resident Engineering Service Manager (TREQ) 

Industry: Aerospace, Automotive and Heavy Transportation Business lines 

2. Interviewee 2 

Role: International Sales and Key Account Manager  

Industry: Aerospace and Heavy Transportation Business lines 

3. Interviewee 3 

Role: Change Management Project Manager 

Industry: Automotive Business line 

4. Interviewee 4 

Role: Quality Manager 

Industry: Automotive Business line 

5. Interviewee 5 

Role: Director of Aerospace and Business Development in North America 

Industry: Aerospace Business line 
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6. Interviewee 6 

Role: Contract Manager for U-Shin project 

Industry: Automotive Business line 

7. Interviewee 7  

Role: Project Manager for Stream5 project 

Industry: Aerospace Business line 

8. Interviewee 8 

Role: Contract Manager for Stream5 project 

Industry: Aerospace Business line 

 

 

4.4  Existing KM tools at TRIGO 

During the interviews, six main KM tools exploited in TRIGO were mentioned: 

SharePoint, Transnat server, Confluence, Google Drive, OneDrive and Customer Web 

Portal. The main type of data shared through the tools include invoicing, accounting 

documents, training materials, case studies, reporting and templates for preparing reports, 

dashboards and database files. 

There is no a distinguishing line between contributors and beneficiaries of 

KM tools today. The list of users includes quality managers, quality consultants, business 

managers, shared services (like Marketing, HR, etc.), quality inspectors (residents) and 

freelancers. The last two groups of users in most cases have a limited access to data. It 

is the quality manager that decides what inspectors should know to be able to execute 

the work for the client. The opinion about the importance of keeping different level of 

access for different user categories is prevailing. 

 

4.4.1  SharePoint 

SharePoint is the only KM tool that is accessible by most of the quality 

network teams in Europe. It is a web-based application that integrates with Microsoft 

Office. The tool was introduced in TRIGO by an external provider, however, today is 

mainly managed internally by IT department of the company. Some TRIGO quality 

managers have the administrator access right, which means they do manipulations on 
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the platform by themselves. They design the architecture of SharePoint and give access 

rights for quality inspectors. 

SharePoint main functionalities are dedicated to document management 

and storage system. Yet, the product is highly configurable and it usage varies inside 

the company. Inside TRIGO SharePoint, there are different sections dedicated to different 

business domains (automotive, aerospace industries) and different functions (Finance, 

Quality, TREQ, etc.). Some of the teams are using SharePoint to exchange documents 

dedicated to a specific project on a daily basis. Others use SharePoint very rarely. One 

of the reasons for that is the fact that historically some of the subsidiaries used to work 

with different KM tools and they continue doing so. 

There is a trend of using different business applications for SharePoint. Red 

Daily Report can be a good example. This application was initiated by U-shin contact 

manager and was developed by a group of students to facilitate reporting preparation. 

The main goal was to provide ready-made forms that had to be filled in by quality 

inspectors and then this data was generated into a PDF document. It helped to reduce 

the time and effort spent for report generation, which was done previously with Microsoft 

Excel. Moreover, Excel document format is not practical for smartphones, so PDF 

documents bring additional value. Another example of a business application used by 

TRIGO employees is Yammer. The main functionality of this application is to streamline 

communication process inside the organization. In this interactive tool, employees can 

set up conversations around documents or projects happening in the company which 

are more open based conversation compared to emails one to one. People can create 

and join groups related to a specific topic and during conversations share on documents, 

images, making polls. 

However, there are some issues related to the use of SharePoint mentioned 

by the employees. Today TRIGO SharePoint represents an old-fashioned way of managing 

information by using stand file directory system with folders dedicated to a specific 

topic. Even though SharePoint has more search capabilities than hard drive systems, 

however, it is still hard for employees to find documents inside. Without knowing in 

which section you need to search, it is not evident to seek for the right document. Another 

problem is the reactivity of SharePoint. As it is a web based platform, the tool speed 

depends on the Internet connection, which is sometimes very slow in some offices. It 
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makes it even more challenging since the whole team is usually sharing the same document, 

and if the tool is not responding well, some changes made inside the file may not be 

registered. Finally, there is limitation in terms of the storage space accessible in SharePoint. 

The data is stored on external servers, so in order to increase the storage space size, the 

additional investments are required. In addition, SharePoint still cannot allow automatic 

update by itself. Employees have to spend some time to ensure cleaning” of the files, 

meaning that all the documents are up-to-date, that there is only the last version uploaded, 

which require much manual work. So, the platform is good for exchanging up-to-date 

documents, but has some limitation for the storage of data. 

 

4.4.2  Internal servers (hard drive network) 

Transnat is an internal server that is used mainly by quality managers and 

quality consultants. The server is fully maintained by IT department and is used as an 

alternative solution for SharePoint to compensate for its storage limitation. Furthermore, 

managers tend to share sensitive and confidential data through Transnat server rather 

than through SharePoint. Server can be accessible only by connecting to the internal 

network, so it is believed to be a more secure. As it does not require internet connection, it 

excludes problems related to bad internet connection. 

Despite being a more reliable tool, it represents a very primitive way of 

sharing data. With a file directory system of storing data, the server has very limited 

functionalities. Search capabilities are very low so that makes it difficult to look for 

the documents. Comparing to SharePoint, access rights to the folders are given by IT 

department, so it take some time to get access to the documents. Moreover, there is no 

much flexibility in terms of different groups of users having different level of access 

rights. Another issue is the absence of modification history. Once the file is updated, it 

is difficult to restore the previous version. Since the server can be accessed from only 

from inside, it can’t be used to share data with outsider. 

 

4.4.3  Confluence 

3 years ago a Knowledge Management project was launched by one of the 

quality managers in TRIGO with a goal to collect quality data from different TRIGO 

countries and operations to implement a global toolbox. As a result, Confluence wiki 
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software was chosen for the project realization. The platform represented an internal 

sharing portal with its dedicated library and categorized sections such as “Know-How” 

and ‘’How-To”. The data was classified into several sections of the library, each section 

is referenced by a release date, a unique file ID, a file name describing the nature of 

the document and field of activity. However, the platform encountered some difficulties. 

One of the limitations included difficulties with data mapping, searching by keywords 

and navigating efficiently inside a file within high number of languages used for the 

documents. The idea was to prepare standardized templates and to convert all documents 

into English language to make it readable for all employees inside the company. However, 

some document had thousands of pages, which required a lot of work. 

Later, the “Know-How” was replaced by Case Studies tool based on the 

same wiki platform Confluence. Today Case Studies system is managed by Marketing 

department, who keeps it up-to-date and continuously refreshing. The tool is currently 

used only by few employees, mainly coming from Sales department. The data for Case 

Studies comes from Marketing, Sales and Engineering departments, however, not all 

employees are aware of the existence of this platform. After receiving the data, Marketing 

department prepares templates in and share it with the teams through Confluence. Cases 

studies are shared only internally, and TRIGO managers decide what to share or not 

with the client. 

Case Studies is a well-structured and well-formulated content where it is 

possible to find information about which methodology was used for the project, country, 

project key figures and achievements, points of contact, etc. Marketing department 

ensures that templates are following the standard structure and are written in English. 

It is easy to search for the templates and navigate on Confluence platform. Nevertheless, 

the platform is mostly used for storing data. It is not possible to edit Case Studies online 

as well as documents in the format Word or Power Point. In order to be able to edit 

files, it is required to create document in the special Confluence format.  

 

4.4.4  Google Drive & OneDrive 

Google Drive and OneDrive are the two freemium cloud storage systems 

used by some of TRIGO employees. The two tools are used in most cases as an alternative 

to SharePoint. For example, currently Google Drive is used for daily operations and 



21 

referencing issues for U-Shin project. Even if SharePoint is established, few U-Shin 

project team members use it on a regular basis, therefore data remains outdated. One 

of the reasons for that is the fact that a few quality residents have limited access for 

SharePoint. As a result, the residents are more familiar with Google Drive than SharePoint 

and found it more complicated for the usage. Moreover, Google Drive is quicker than 

SharePoint in terms of downloading or uploading speed. Even if the recent trend is the 

increasing spread of SharePoint inside the company, the time spent on transferring 

documents on SharePoint is one of the factors that makes the transition undesirable. 

Google Drive remains a more preferable tool. 

Nevertheless, there is number of drawbacks mentioned by the users of Google 

drive. The tool does not fully support Microsoft Office functionalities, and for instance, 

some sophisticated formulas are difficult to implement in Excel. Like in SharePoint, 

there are storage space limitations meaning that an ongoing cleaning of files is required. 

Another important limitation is an absence of alert notifications, which is a significant 

drawback of the tool as it does not allow the resident managers to ensure that residents 

check the new documents or guidelines by themselves. Finally, the fact that Google 

Drive is blocked in China means that the system cannot be used by all employees in 

the company. 

 

4.4.5  External communication 

Apart from existing internal KM tool inside TRIGO, the systems for external 

communication, particularly with clients, should be taken into account. Customer Web 

Portal is the platform internally managed by TRIGO and used to share data with customers. 

It enables easy interaction with customer on ongoing assignments. Yes, in a very restricted 

manner. Customer Web Portal is very tricky because due to the huge information that 

could be made available to customers, there are confidentiality dilemmas, the biggest 

challenge from an IT perspective is to impose restricted access. 

However, not all clients receive data about their projects through Customer 

Web Portal. Some big customers prefer to use their own IT tools and they require TRIGO 

to input data directly to their system. A good example can be Ishare in Airbus used by 

Stream5 team as a platform for sharing data with the aircraft manufacture. Yet, in order to 

access the system, the team should be physically present at Airbus site and have access 
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to the system of Airbus. By contrast, Airbus does not have access to TRIGO SharePoint. 

One of the drawbacks of inputting data through external tool of a client is the fact that 

this data is not recorded internally by TRIGO, and teams based in other regions, for 

instance, in North America, do not have access to it. This means no experience sharing 

and lessons learnt are not possible. 

 

 

4.5  Constraints 

Today in TRIGO there are many different KM tools used across the company. 

One of the main reasons for that is the constant growth of the company through ongoing 

mergers and acquisitions (M&A) process. Newborn subsidiaries tend to keep their KM 

tools from the past, so with every separate M&A, a separate data management system 

comes. A good example can be PICO SharePoint in North America and TRIGO SharePoint 

in Europe. Both tools belong to the same type of IT product. However, due to the historical 

reasons (acquisition of PIC Group by TRIGO) PICO SharePoint is not linked to TRIGO 

SharePoint. 

Currently there is no a common established system to manage data globally 

inside the company. As a result, there are several KM tools that exist in TRIGO nowadays 

that have the same functionality for document management and storage system, which 

leads to the decentralization of KM practices and prevents users to share data across 

different departments and business units around the world. 

Another constraint is there are many foreign languages used for documentation. 

Despite the fact that the official language of the company is English, employees are 

still using their local language, which makes it difficult to share material with other 

regional teams. 

Apart from language differences, there is also an inconsistency in hardware 

systems generations used in different regions of TRIGO. This is a problem not only 

for internal data exchanging, but also for the external data sharing. Big customers tend 

to have the latest hardware systems, which means that if the file was created in Microsoft 

Excel 2013, for instance, manipulations with the file will be restricted when using 

Microsoft Excel 2007, which is the case today for North America. 
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Finally, different IT users proficiency levels supported by the lack of training 

for KM tools usage results in the restricted ability to exploit existing systems. The majority 

of the interviews admitted that SharePoint is a very complex tool for the usage, and it 

full potential cannot be used today due to the low level of awareness of its functionalities. 

 

 

4.6  Ideal KM tool 

The researcher asked each of the interviewee to describe what would be 

for them the ideal knowledge management tool if it was to be deployed on a company 

wide scale. The researcher was able to recognize convergent aspects that most participants 

expressed as well as more or less divergence. For instance, in some cases, their expectations 

in terms of the tool capabilities and goals are beyond what we can consider traditional 

knowledge management tool. The researcher considered those specific requests that 

were often linked to specific position, field of activity and responsibilities as advanced 

features. Since this project is about the consolidation of data within TRIGO, a possible 

approach would be to incrementally complement the system’s features to benefit all 

users in the long term. 

 

4.6.1  Common ideals & features 

The over-all aspects of the ideal knowledge management tool were shown 

to be quite similar among interviewees. At the core of the tool, the researcher can safely 

state that the same guiding principles were seek to fulfill the basic need of having access 

to past accumulated knowledge. 4 keywords are referred as pillars: simplicity, efficiency, 

flexibility and interactivity. 

1. Simplicity: in the sense of promoting user friendliness for both contributors 

and beneficiaries thus permitting effective implementation on a wide scale. The tool 

should be intuitive with the least number of manipulations needed for its day to day use. 

2. Efficiency: as an autonomous, easily accessible and reactive platform, 

which enables time saving, value adding and greater performance. 

3. Flexibility: as one unique tool, would preferably interconnect multiple 

type of employees with distinguished functions and responsibilities while giving them 

the possibility to personalize their user experience. 



24 

4. Interactivity: most of the knowledge will still be sourced from individual’s 

experts, as the quality field is ever changing, it is important to interconnect employee 

so they can provide for each other. 

 

4.6.2  User Experience 

1. Different level of access: Knowing that the researcher mentioned the 

diversity of the users on this ideal platform, it was clear that the majority of the interviewee 

expressed the need for different level of access. Some managers pushed for exclusivity 

for certain actions. Some brought forward the idea that the inputs should only be made 

by team leaders after group consultation, for example, to assure the quality of the submitted 

data. Restricted access seemed to be very important for many of them as they pushed 

the argument that user should only be able to navigate files that are directly contributing to 

their missions. 

2. Multi device accessibility: Since there is a wide range of devices used at 

TRIGO both within the offices and on the fields, it is important to maximize the compatibility 

of the tool with most devices such as computers with not only windows operated systems 

but also Mac iOS. For remote access during missions, on a smartphone side, it should 

ideally support Android and Apple. Furthermore, in order to assure convenient access, 

an online web based version should be available. 

3. Automatic alert: In order to engage users, instant notifications regarding 

what is currently relevant to them should be a provided feature on the platform. By 

being automatically alerted, users will see the interactive benefit of the tools. Therefore, 

they will be reminded to visit it regularly, to contribute to others need as there will be 

a sense of urgency involved. Automatic alert shows that users are reactive, dynamic 

and that the system is constantly updating. 

 

4.6.3  Content 

1. Wide range of formats: The tool should be able to support a wide range 

of formats from documents, to pictures and even databases. The more formats supported 

the better as this would imply that the tool would be adaptable to further evolution in 

knowledge management requirements.  Microsoft office integration is a must, along 
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with the capability to edit directly the files on the platform without having to download 

and re-upload the edited version. 

2. Support for all activities: Since the aim is to consolidate information, all 

activities held by TRIGO should be supported, including the so-called “side lines services”. 

Furthermore, all functions of the company (HR, marketing, finance, management) will 

find benefit in a consolidated tool, transparency of data is beneficial for overall performance. 

As mentioned earlier operational data will also have its place with results, processes 

for clients, frequent issues, etc. 

3. Library auto-version: The stored data can take up the form of a categorized 

library with section such as training modules, best practices, past invoices, etc. To be 

efficient, a feature to facilitate management of versions should be included in the platform, 

this will ensure that the files are always updated, if not the last author of the document 

may also be identified for follow up. 

4. Security: When sharing on a company online platform, the data safety 

can be tricky, it can be very difficult to control the content shared by the users. Data 

encryption is a necessity because the mistakes can happen even when there are required 

authorizations to open the data. Sharing of sensitive data such as sales, price and budget 

information require confidentiality and high level of data safety. 

 

4.6.4  Tool management 

1. Storage space: It is evident that the storage space must be sufficient to 

accommodate the data on a day to day workflow basis. This calls for a fast upload/ download 

speeds whichever the point of access, inside or outside the company. Moreover, high 

speed is important to ensure the reactivity of work thus the usability of the tools. As 

mentioned above with the multi device accessibility, this storage space should have 

online access. 

2. Centralized system, standard procedures & identifiers: The ideal tool would 

break the current segregation of data into multiples tools which make exploitation 

difficult. The software itself is important, however what is even more important is the 

support system built around the tool. By having a centralized support system, all of the 

inconsistencies would be resolved. It is crucial to appoint a formal authority that will 

be in charge of standardization on a global scale, to ensure that official procedures are 
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implemented, and to act as a focal point in case of need. Since TRIGO has its unique 

processes that may be different from the market, the idea would be to develop common 

set of identifiers for the data. However, in case of needs, there should be flexibility for 

these identifiers to be easily adjusted to fit the customer's procedures as well. 

3. Templates to fill-in online for data generation: One of the functionality 

was to provide for the platform a section where users could find a wide supply of ready- 

made templates to be filled in order to directly export them as standardized inputs. In 

order to facilitate data input, ready-made templates for each type of category of data 

would be available. In some missions, one specific individual is specialized in one aspect 

of the mission, controlled access to modify certain area of the template could be relevant 

to assure quality of the information. Hopefully, the template based input will stimulate 

users as it will facilitate their effort of contribution. Indeed, on an operational level, 

standard processes should be elaborated to effectively switch theoretical data into usable 

data on the fields for the workforce. 

 

4.6.5  Categorization 

1. Standard & customized to each user type: Since all the users have their 

respective responsibilities and on ongoing projects having a personal space on the 

platform is required. A personal space would make the categorization flexible to their 

need as well as the need of their teammates. The whole platform will have a standard 

categorization in order for user to easily find data that they can arrange by themselves 

on their personal area with their own criteria adapter to their functions. 

2. Some suggested categorization: The researcher was suggested many 

different types of categorization that can all be included to have a complete indexing 

that can be used for different company function: 

3. Mission type competences (e.g: Welding, Assembly, Painting, etc.) 

4. Nature of activity (e.g: Audit, Control, Marketing, Training, etc.) 

5. Others, the current one in TRIGO (e.g: industry, customer, supplier, product, 

defect type, etc.) 
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4.6.6  Advanced Features 

What really diverged among the responses was rather the extent of the tool 

capabilities beyond the traditional vision of a basic KM tool. Expectations varied more 

or less according to the needs of the respondents which was expressed by additional 

features that weren’t necessarily expressed by other interviewees. However, with some 

hindsight, the researcher may as well assume that these extra features may complement 

the envisioned system thus resolving issues encountered by all users which is the purpose 

of having a consolidated tools fitting everyone. Those extra features could be added 

incrementally to gradually complement the platform. Of course, the challenge remains 

to trace limitations, to judge where adding an extra feature would compromise to the 4 

initial pillars. 

1. Human Resources aspect 

Some managers expressed a need to include a human resource aspect to 

the tools. At first sight this may seem out of the scope of the traditional domain of the 

knowledge management. Yet, if you come to think of it, people in the organization are 

the one who possess the skills, competences and capabilities. So, in a way they should 

also be coordinated on an operational level. 

By providing awareness of human resource within the global network, 

articulating teams based on their know-how on a worldwide scale would be possible to 

efficiently fulfill assignments. One proposal was to reference all the employees in one 

massive data base where they would be identified based on their set of skills, areas of 

expertise, work location and contact details. Some success stories regarding these 

practices of global expatriation were already encountered many times before in the 

automotive business line where German engineers were sent to collaborate with local 

engineer in Asia to solve a specific issue that required western automotive expertise. 

This is a very promising practice to develop. 

To continue, another idea was that the platform would empower the available 

manpower by providing the required practical learning materials that would contribute 

to their training. Therefore, transforming the raw theoretical knowledge into a pragmatic 

usable state was really pushed by some managers. This would also enable consistency 

within the workforce, reducing dependency on specific individuals, in case of leave 
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someone else could assure the function, thanks to the available learning materials, feedbacks 

and records regarding ongoing missions. 

2. Internal Communication 

Adding a communication feature on the tools is like facing a dilemma, on 

one side it may compromise the principle of simplicity. Yet on the other side, it may 

contribute in terms of efficiency and flexibility. The researcher is well aware that the 

ideal tools should be autonomous, of course, when it comes to managing the whole 

system, this may be too optimistic from an information technology perspective: software’s 

are yet to reach that level of perfection, human intervention is unavoidable, the idea 

would be to limit it as much as possible. When looking at the complexity of the activities 

that TRIGO is involved in, we can anticipate that contingencies are part of the field, 

preparing for the unexpected via prevention has become a usual process. Therefore, 

many participants emphasized on the need for intra-platform communication to have a 

viable tool on a long-term perspective. In order words, communication within the platform 

would allow users to stay committed by being more responsive, contributing in keeping 

the data updated as the user in need would let them know of the urgency. 

3. Managerial Decision Making 

In the form of a dashboard that would consolidate figures in order for managers 

to have a global view of what is happening within TRIGO. Based on the inputted data, 

the system would ideally produce KPI’s reports illustrated by graphs and charts that 

could directly be exploited by managers for their day to day decision making. To continue 

on a business development perspective footprints of TRIGO businesses based in countries 

they have worked for, for specific client they are engaged in or even for specific cities 

and clients. These footprints are necessary to determine the maturity of certain geographical 

regions and would be crucial for business development decision making. 

4. Customer Relationship Management 

On a sales perspective, data regarding customers is highly valuable. Account 

manager and sales people should be able to have information on client relation history 

such as the problems and complaints encountered in the past. Using CRM baseline could 

be a good idea, this is where you start having the conversation with your customer. As 

a sales manager, having the possibility to transfer data about customers to operational 
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managers through such a system is crucial, so that they could better deliver the services 

for the customer at the end of the day. 

 

 

4.7  Implementation of the tool 

Here are the main implementation steps presented within TRIGO:  

1. Beta version Testing (tool adaptation for tool usage inside the network) 

2. Pre-launch communication, to reassure by emphasizing on user benefits 

3. Establish support system around the tool (centralized and standardized) 

4. Provide in depth training to assure mastery before dissemination 

5. Select appropriate country pilot for each user profile 

6. Cascade expansion starting from IT experienced countries  

In this section, the researcher will develop by covering topics such as 

incremental approach, change management and the strategies for implementation process. 

 

4.7.1  Involved actors, support and sponsoring 

When introducing a new tool or new functionalities it is mandatory to ensure 

its smooth implementation. It is undeniable that all the relevant stakeholders have to 

deal with the change management, these includes of course the contributors and 

beneficiaries of the future tool. 

Preparing a roadmap can be an efficient way to envision the transition to 

the new chosen tool or updated version of existing tools. Technical aspects such the 

support system for the tool which is mainly about human aspect in terms of the people 

who are responsible for the data management and the data sharing is essential. There 

are many aspects such as the updates of documents, types of shared data, linked quality 

management process. After finalization, these information can be shared transparently 

to promote trust, confidence and engagement within the organization while focusing 

on what will be the interests for stakeholders to use this particular tool. 

Similar to a business plan, the roadmap will be used to convince stakeholders 

internally. As in any lucrative business, financial aspect are priority, knowledge management 

tools represent consequent investments meanwhile their contribution to revenues cannot 

be directly measured or even guaranteed. Which is why presenting all the benefits of 
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this kind of project is vital to its long term success. Sufficient support and sponsoring 

from the upper management is a first priority. Upper Management wants to be reassured 

regarding the risks, a solid change management strategy is one of the convincing argument.  

 

4.7.2  Centralized and standardized 

Notwithstanding, there were different point of views from the interviewees 

towards the strategic notions of KM tool implementation, this gives a taste of the 

coordination challenges. Although some different views can be considered as complementary, 

we can imagine how tiny divergences can negatively affect effective standardization 

of practices on a global scale. 

Past experience with Antifog going from version 1 to version 5 shows the 

change momentum relative to IT already present within TRIGO. Success relies on a 

meticulous testing process followed by a cascade approach to spread in selected countries 

while being supported by dedicated pilots to accurately guide local users in the transition. 

It is evident that the more people involved the more inertia will build up, of course this 

dynamic movement should be organized with a centralized focus point.  

The transition is led by local catalyzers, which at TRIGO are the Country 

Pilots. They play important roles to smoothen the daily operations as well as to maintain 

the consistency in terms of the company policy regarding the knowledge management 

area. They will be the one administering the training locally, an essential step for staff 

to ensure that they will be able to apply the tool correctly and effectively to contribute 

to their daily operations. Moreover, pilots for each user profile can be chosen, and then 

the expansion can be cascaded to other countries on a step by step basis. This scenario 

will reinforce consistency of the company’s policy about the tool implementation across 

different business units and internal departments. 

 

4.7.3  Evaluation, feedbacks and adaptation 

The IT tool does not need to be perfectly completed at the very beginning 

of launching. Contrarily, the beta version can be tested first. This can be pursued as an 

incremental approach. In other words, functionalities can be gradually added. Two way 

communications, in the form of feedbacks is a significant factor to foster the improvement 

of the tool. For instance, salespeople could insist regarding the development of the tool 
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towards Customer Relation Management, to use operational data for sales and marketing 

purposes. In this case, the exploration on the possibility of adaptation with customers 

IT tools should be considered. This is an illustration among other of how to widen the 

scope of the knowledge management tool on an incremental basis. Provided that more 

stakeholders can benefit from the tool, more links between company function will be 

built thus enhancing the effectiveness of knowledge sharing.  

To guarantee a successful implementation of the tool, an adaptation of the 

processes for the tool usage inside the network is necessary. This will help making the 

system live together with a parallel challenge of deploying the tool. In software development, 

a big problem is the scope creep. Incrementally, progressive development and 

implementation which responding to different customer needs will pay off. Yet, the 

baseline for inspectors and customer platform system should be there for the initial release. 

 

 

4.8  Theoretical analysis and conclusion 

By considering the 2 kinds of knowledge, it is obvious that TRIGO has not 

had dominant problems about how to capture tacit knowledge. There are numerous quality 

control missions each year which means that each individual has a lot of opportunities 

to learn. Nevertheless, TRIGO still lacks of the ability to disseminate, to reproduce, to 

access, and to reapply throughout the company. On the other hand, the explicit knowledge 

have not been shared properly inside the company and it is a cause that hinders a continuous 

improvement on a whole. As a result, TRIGO cannot have an efficient transfer of knowledge 

through the quality control services today. 

Referring to the integrated KM cycle and considering 3 major stages include: 

Knowledge capture and/or creation, Knowledge sharing and dissemination, Knowledge 

acquisition and application serially, it appears apparently that TRIGO is facing some 

troubles regarding these 3 stages as a result from an inconsistency of the KM strategy 

as well as the KM technologies in global scale. The researcher will analyze the current 

problems from the interview results regarding each stage as follows: 

1. Knowledge capture and/or creation problem 

Referring to Dalkir, “Competitive advantage is to be gained by making 

individual knowledge available within the organization, transforming it into organizational 
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knowledge.” By considering TRIGO’s current situation, it is obvious that the individual 

knowledge cannot be available or transformed into organizational knowledge effectively 

as a result from the incompatibility of the KM tools as well as the KM practices in different 

subsidiaries. One reason probably comes from the ongoing mergers and acquisitions of 

the company as we can see in the figure 4.1. 

 

 

Figure 4.1  TRIGO milestones 

 

As a result from the M&A, each office inclines to keep its own KM practices. 

Therefore, the explicit knowledge that have been created in one office or one region 

may not be understood by other offices in other regions. As a result, the company faces 

a knowledge creation problem since the continuous improvement cannot be developed 

from the existing knowledge base of the company. On the contrary, the explicit knowledge 

has been codified and developed in the different directions for the different offices. 

This fact finally leads to the divergence of the KM practice globally. However, this 

kind of problem is not only related to the tool itself, but is also related to the human 

aspect that the company may need to apply the change management to enhance the 

utilization of the company’s knowledge base to make company competes more effectively 

in the future. Considering 3 principal industries include an automotive industry, an 

aerospace industry and a heavy transport industry, TRIGO has more than 65,000 quality 

control missions annually. Providing that the knowledge that are accumulated from 

these missions can be utilized thoroughly, it will be beneficial for the company in the 

long run. 

2. Knowledge sharing and dissemination problem 

In regard to the normal practice considering the knowledge sharing within 

TRIGO, the knowledge contents are assessed firstly by the quality managers before 
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sharing to the quality inspectors who will have different access rights based on different 

individuals and different tasks. Nevertheless, the different KM tools and practices still 

cause a lot of problems in knowledge sharing and dissemination across different regions.  

In regard to the knowledge sharing and dissemination problem, the researcher 

will analyze the main factors that can cause this problem, i.e. the ability to create knowledge- 

sharing communities, the ability to make knowledge visible, and the ability to create 

an organizational culture that contribute to knowledge sharing respectively. 

Regarding the first factor that is the ability to create knowledge-sharing 

communities, it is undeniable that each subsidiary tries to create their own knowledge-

sharing communities in many ways. Some of them even try to develop their own KM 

tools to serve their own interests. For instance, There is one application which is the 

Red Daily Report application that has been initiated by the contract manager to facilitate 

report preparation and use specifically for U-Shin project. However, TRIGO still lacks 

of the ability to create the knowledge-sharing communities across subsidiaries. The 

Knowledge that have been captured and codified in one office cannot be shared and 

disseminated thoroughly to other offices as a result from the different KM tools that 

hinder and cause the problem. 

Regarding the ability to make knowledge visible, it is indisputable that the 

company currently lacks of the ability to make knowledge visible since the knowledge 

that have been created from one place cannot be detected in another place. For instance, 

the quality inspectors in Europe cannot know what is going on in America regarding 

the knowledge that have been gathered from the quality control missions. As a result, 

the quality inspectors in Europe may need to start from the beginning to find the solutions 

when dealing with the same problems that have already occurred in America instead 

of applying the same solutions that have already been discovered and proved.  

Regarding the last factor which is the ability to create an organizational 

culture that contribute to knowledge sharing, it is indisputable that this factor can be 

considered as out of scope of the project. Yet, it is another factor that plays significant 

role to determine the success or the failure of knowledge sharing within the organization. 

Especially, for the global company like TRIGO, there are numerous challenges, e.g. 

the language barriers, the cultural barriers and so forth. Therefore, TRIGO needs to 

find the way to create the corporate culture that can compromise the KM practices as 
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well as can be acceptable for everyone in the different places. Currently, TRIGO has 

just had the notion recently that the company should have efficient knowledge management. 

But, the company still has not had any notion regarding the corporate culture which is 

one part that should be taken into account. On the other hand, TRIGO still lacks of the 

ability to create an organizational culture that contribute to knowledge sharing. Therefore, 

the notion to create the corporate culture that enhances the knowledge sharing should 

be initiated by the strategic levels to foster the knowledge sharing and dissemination 

within the company in the long run. 

After all factors have been analyzed, it can be obviously seen that TRIGO 

is facing a lot of challenges that hinder the effectiveness of knowledge sharing and 

dissemination within the company. However, the researcher believes that the proposed 

solution in this paper will be one part to diminish the problem. 

3. Knowledge acquisition and application problem 

As the goal of the knowledge acquisition and application is to reduce the 

time it use to complete the tasks and to maintain higher standard regarding the quality 

of the work to be done, this stage of knowledge reuse is not less important than the 2 

previous stages. However, since the explicit knowledge that have been codified cannot 

be shared and disseminated within the company efficiently, the knowledge reuse cannot 

happen presently inside TRIGO. Even though, there are a lot of knowledge producers 

which are the quality inspectors who deal with more than 65,000 quality control missions 

a year, they are still performing the different practices since the knowledge production 

is not compulsory inside the company. As a result, the knowledge base of the company 

is not updated and not ready to be reused in other missions. The quality managers and 

the marketing department can be regarded as the knowledge intermediaries because 

they are responsible to prepare knowledge for reuse as well as marketing the knowledge 

object. Nonetheless, most of the knowledge received from the upstream are outdated. 

So, they cannot prepare the updated knowledge for the reuse purpose in the next missions. 

As a result, the knowledge reusers who are mainly the quality inpectors, but also include 

people from TREQ department, the business manager, and even the quality manager 

themselves cannot reuse the updated knowledge at the end of the day.  

In other words, the knowledge cannot be contextualized in order to be 

understood (“acquisition”) and used (“application”) properly by the subsidiaries in the 
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different regions. As a result, they cannot update the knowledge content by feeding 

back into the first stage. After all, the outdated information in the database can make 

the stakeholders incur some mistakes at the end of the day in case they retrieve those 

information to support their daily operations. 

In addition, the suitable KM architecture has not been designed within TRIGO. 

Even though TRIGO has the well-established tool which is SharePoint but still lacks 

of the support systems around the tool. That is why there are a lot of obstacles remain 

not only about how to reuse the knowledge effectively, but also about how to add value to 

the knowledge base in order to enhance the continuous improvement in the long run. 

Referring back to the figure 2.2 by considering 2 components in the scope 

of this project, there have been obvious problems related to both the KM strategy as 

well as the KM technologies. Regarding the KM strategy, TRIGO has never had any 

concrete strategy regarding the knowledge management. As a result, the subsidiaries 

have been in the different directions considering their KM practices. Regarding the 

KM technologies, since there is no imperative rule to force subsidiaries to apply the 

same approach worldwide, that is why the diversification regarding the KM approaches as 

well as the knowledge sharing problem still exists.  In order to move towards an effective 

KM practice in the future, TRIGO will also need to take another 3 components include 

the organizational culture, the KM metrics, and the KM team into account in terms of 

how to build these components up in order to enhance the true success of the KM 

implementation in the long run.  However, the proposed CKM system in this paper can 

be referred as a guideline in an initial phase initiated for the KM strategy that will be 

implemented in the future with an approval of the top management.    

Based on the several interviews that the researcher conducted, there are 

several issues to address regarding how knowledge management is handled within TRIGO. 

The researcher can safely express several weaknesses that prevent improvement. 

Insufficient coordination to standardize knowledge management practices, a lack of 

centralization that led to segregation of data on several tools and missing support systems 

around the tools in the form of training, internal IT helpdesk. This complex scenario 

coupled with divergent expectations regarding the ideal KM tool has pushed several 

independent initiatives from quality manager to develop tools by their own means to 

perfectly fit their requirements. To avoid these “unofficial” tools and to compromise 
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data transparency, a formal platform where each user’s goals, responsibilities and needs 

should be sought. The challenge is to find the right balance between the shared vision 

and the individual needs allowing for both flexibility and personalization. User profiles 

should include quality consultants, business managers, quality manager and quality 

inspectors respectively. Hereby, a common established tool should be implemented in 

parallel with the well planned change management for TRIGO in order to deal with 

change, not only for the knowledge sharing platform itself, but also for the human 

resource aspect that would be another key of success for TRIGO in the long run.  
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CHAPTER V 

DATA ANALYSIS PHASE 2 (BENCHMARKING OF THE TOOLS) 

 

 

5.1  KM tools presentation 

After the current TRIGO’s process and internal needs regarding the KM 

tool for TRIGO were analyzed from the previous chapter, the notions about ideal KM 

tool have been given. By deliberating 4 pillars, i.e. simplicity, efficiency, flexibility 

and interactivity, the search for the information regarding existing KM tools in the 

market has been narrowed down. As a result, there were 7 notable knowledge sharing 

platforms selected and analyzed by the researcher, and then presented to the company. 

All of the proposed tools have been used by many companies and have highly been 

recommended from many websites by considering their prominent knowledge management 

capabilities. The researcher will illustrate their qualifications as follows: 

 

5.1.1  SharePoint  

1. Description: a portal-based platform for creating, managing, and sharing 

documents and customized web services 

2. Clients: Atlran, Safran, SII, Nestle’, Kraft food, Monsanto, Segula Eurogiciel, 

SODETI  

User Experience 10 permission groups, highly developed mobile 

application, high level of interactivity 

Tool Management 10 GB max per file, 2 types of license, limited after 

sales service  

Content Online editing, versioning, great variety of 

applications, search inside MS office and PDF files 

Categorization Highly customizable interface 

Additional Features Big variety of video and picture formats, automatic 

report generation 
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Price (SharePoint Farm+CAL)*N of users + Server license*N 

of servers 

(Source: https://www.youtube.com/watch?v=Pvjg4rX8uq0, https://www.youtube.com/ 

watch?v=6ADQpn3xl2U) 

 

5.1.2  Scoope.it! 

1. Description: a publishing and content curation platform/ “Online Magazine” 

looking web pages/ internal and external sharing 

2. Clients: AKKA technologies, Altran Capgemini, Consulting SAP, Renault, 

Nissan, Docker 

User Experience Content curation and contribution rights, applications 

for iOS and Android, very limited communication 

tools 

Tool Management 30 MG per document, no licenses required 

Content No online editing and versioning 

Categorization Personalized content feed, no search inside documents 

Additional Features Only picture format 

Price 3 prices packages, customization 

(Source: https://www.youtube.com/watch?v=p3wMwNxgcTU) 

 

5.1.3  Xwiki 

1. Description: an open source platform/ multi-level collaboration/ structured 

or unstructured data/ end user oriented 

2. Clients: Amazon, EMC2, Chronoposte, Edf 

User Experience End user oriented, setup required, languages limits 

Tool Management Open source, highly rated after sale, Paris based 

Content No online editing of attachment, free 63,000 add ons 

Categorization Live tables, topic tags, intra document links  

Additional Features Limited supported formats, development potential 

Price User basis Premises/Cloud (per year 500€ to 

10,000€/per month 10€ to 200€) 

(Source: https://www.youtube.com/watch?v=Pv4jPCaU99g) 
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5.1.4  Confluence 

1. Description: Wiki collaboration platform/ intranet social media appeal/ 

document workflow, organize processes, customer support/ team level 

2. Clients: Safran, Altran, Societe pour l’informatique industrielle (SII) 

User Experience Interactive, unintuitive, weak smartphone experience 

Tool Management 25GB cloud limit 

Content Limited online editing, paying add-on dependence 

Categorization Effective search, global/personal space 

Additional Features Format compatibility 

Price 50 users basis Premises/Cloud ($2,500 one-time payment/ 

$200 per month) 

(Source: https://www.youtube.com/watch?v=qgl264XgLis) 

 

5.1.5  Alfresco 

1. Description: Open source enterprise content management/ web publishing 

platform and digital image management tool/ integration capabilities and wide range 

of supported formats 

2. Clients: Lafarge, Nasa, Cisco 

User Experience Highly customized access, some uploading issues 

Tool Management Hybrid synchronization, up to 1GB of cloud storage, 

no FAQ 

Content Up to 160 formats supported, integrations (SAP, Google, 

Microsoft, etc.) 

Categorization Smart folders/ myspace list/ dashboard 

Additional Features No skill/ competence matrix 

Price Quotation based (Business & Enterprise 300 users & 

1,000 users) 

(Source: https://www.youtube.com/watch?v=dRMffceHv1w) 

 

5.1.6  eXo Platform 

1. Description: Open source digital collaboration platform/ knowledge, 

document and content management/ social engagement and project collaboration tools 
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2. Clients: Alten, UCLA, Elysee, HSBC, Orange TM, NATO OTAN, Johns 

Hopkins University 

User Experience User friendly, highly customized access 

Tool Management Full range of services offered, open source 

Content Add-ons and integration with various systems, online 

editable 

Categorization User oriented, searchable 

Additional Features Report generation, photos 

Price  Cloud plan: $30/user (annually) or $72/user (3 years) 

  Enterprise plan: Up to 25 users cost $2,400, Up to 50 

users cost $4,200, Up to 75 users cost $5,400, Up to 

100 users cost $6,000, More than 100 users cost available 

by quote 

(Source: https://www.youtube.com/watch?v=QKFLin7CPyk, https://www.youtube.com/ 

watch?v=fmH0j2KVsRY) 

 

5.1.7  TallyFox Talliam 

1. Description: Business ecosystem platform/ cloud-based professional services 

automation (PSA)/ software solution for knowledge management/ modules for project, 

knowledge, document and resource management  

2. Clients: N/A 

 

User Experience Highly customized access 

Tool Management Various support options customized to different needs 

Content Custom content categories 

Categorization Standardized & customized 

Additional Features Image, video, link 

Price Different plans 

 Basic: start from $50/month/user 

 Plus: $50/month/user 

 Plus: $500/year/user 

(Source: https://www.youtube.com/watch?v=If0R5zwGlpk) 



41 

5.2  Comparison table 

After the qualifications of the tools were categorized along the same measuring 

criteria, a comparison table was established by the researcher to provide ratings to compare 

those tools. However, Alfresco is not excluded in this table because the information 

regarding its price is not available. 

 

Table 5.1  A comparison table of KM tools 

 

Features/Tools (Weight) SharePoint
eXo 

Platform
Xwiki Confluence 

TallyFox 
Talliam 

Scoope.it!

User 
Experience 

2      

Tool 
Management 

2      

Content 3      
Categorization 3      
Additional 
Features 

2      

Price 1      
Total Value  35 33 30 24 24 18 

 

Since the principal purpose of the tool selection process is to find out the 

best possible solution that fits as much as possible with the 4 main pillars of the ideal 

KM tool as already illustrated in the previous chapter, the scoring model was applied 

to evaluate these softwares. First of all, the criteria were determined and the weights 

were assigned accordingly to each of them. After that, the scores for each tool were 

given in the table based on the gathered information. Referring to the table, the highest 

score for each criterion was given by using 3 stars and the lowest score was given by 

using 1 star serially. Then, the sum of each score times the weight finally generates the 

total value of each KM tool. After gathering the scores, SharePoint has the highest 

total value according to the comparison table. 

 

 

5.3  Tool management strategies 

There were 3 strategies regarding the tool management analyzed and proposed 

by the researcher. However, each of them has the different pros and cons and will be 

described in details as following: 
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5.3.1  Develop existing tools 

In regard to the pros of this method, there are some reasons that make this 

strategy interesting. Firstly, the company would be able to gain benefit from the development 

license if they decide to use the existing tool that has already been established. In addition, 

the company would be able to preserve the initial sunk cost of the new software venture. 

Concerning the workforce issue, the company would benefit from not only the staff 

who are already familiar with the existing tool, but also from the available IT workforce. 

Furthermore, there is no need for the company to import the data from the old tool to 

the new one which can be risky to lose some important information.  

However, there are still some cons that the company has to incur. One of 

them is about the short term cost that the company needs to invest for development 

because there is no ready-made solution provided to suit all requirements of TRIGO. 

Another disadvantage is that the company has to face the risk of inertia while developing 

the tool to be more complete, that may lead to the technical limitations in the services 

offered to the clients. 

 

5.3.2  Adopt new tool 

This is another notion that can also be beneficial for the company, but the 

company has to reset the whole practices in KM in order to get along with the new 

KM tool that the company decides to adopt. Nonetheless, this strategy would presumably 

be able to pay off for the company in some possible ways. Namely, the company would 

be able to maintain its consistency of policy since all stakeholders start their paces 

again at the same point with the new tool. Moreover, the company will have more chance 

to search for the tool that can offer better functionalities than the old one and fit best 

with the company. This will flourish an efficiency of the overall operations within the 

company, but maybe in the long run.  

Regarding the cons of the new tool adoption, it is undeniable that TRIGO 

has to invest a lot of money to have the newly common-established tool which can be 

expensive. In addition, the company would probably incur a problem regarding the staff’s 

resistance to change which can be one challenge for the company in terms of how to 

create motivation for them to adopt and adapt themselves to the newly selected tool.   
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5.3.3  Combine new tool with existing tools 

Another strategy that can be plausible is to combine the new tool with the 

existing ones. There are some reasons why this approach may be appropriate. First of 

all, there have been obviously different user needs inside TRIGO as we can see from 

the interview results in the previous chapter that some quality managers have tried to 

develop their own tools to serve their own interests and needs. Secondly, the company 

would invest less than by adopting the new tool by applying this method. Moreover, 

this option can be selected just in case there is no any other suitable alternative provided 

on the market. 

In regard to the cons of this approach, some concerns needed to be taken 

into account. Firstly, the company would unavoidably incur higher costs in the long 

run to keep both the existing tools and the new tool updated in parallel. Secondly, this 

approach would foster the decentralization of the KM tools to be even more than in the 

past unnecessarily. In addition, the company may incur some possible problems regarding 

the compatibilities between the new tool and the existing tools which may affect its 

business unintentionally. 

 

 

5.4  Conclusion 

After discussing 7 alternatives for KM tools that had been proposed by the 

researcher, it was agreed that the tool SharePoint would be chosen as the best solution 

for TRIGO today. This decision came from the fact that tool has already well-established 

inside the company and it can answer the majority of the needs identified during the 

diagnosis phase. 

However, the first two stages of the project, i.e. the diagnosis phase and the 

benchmarking phase revealed that most of SharePoint potential is not used today. The 

proper methodology and standardized processes for gathering and sharing data as well 

as providing support for the operational tasks still need to be developed.  
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CHAPTER VI 

DATA ANALYSIS PHASE 3 (DEFINITION OF THE SPECIFICATIONS 

TO DEVELOP/IMPLEMENT THE SERVICE) 

 

 

After the current TRIGO’s process and internal needs have already been 

diagnosed as well as the tools benchmarking and selection process has also been done, 

this chapter will emphasize on how to provide the definition of the specifications to 

develop or implement the service. On the other hand, the researcher will illustrate the 

definition of service standard offer that the company would propose to the clients in 

the future. By the way, this service standard offer definition has been synthesized and 

distilled from 2 previous phases which include the diagnosis phase and the benchmarking 

phase respectively. The definition in this chapter will be described along the following 

captions: First of all, it will state about the customer challenge in terms of why TRIGO 

is the right answer for them to help them maintain competitive positions.  

Secondly, it will give an overview in terms of how TRIGO provides the 

solutions to the clients by referring to the CKM methodology that has been invented 

by the researcher and it will be elaborated in details in the next chapter. In addition, it 

also gives the information about the different categories of data that would be listed in 

the data content in the selected knowledge sharing platform. Also, the figure presenting 

about the components that would enhance the success for the CKM solution will also 

be presented to give a general idea to the clients.  

After all, the researcher will describe about the benefits that the clients will 

get providing that they choose TRIGO to offer the quality solutions for them. Thus, by 

referring to the valuable resources that TRIGO has, in order to support the idea. The 

complete service standard offer definition will be illustrated as follows: 
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6.1  Customer Knowledge Management 

 

6.1.1  Customer challenge 

Nowadays, many incumbent companies struggle to maintain their competitive 

positions by looking for the best quality service provider who could respond effectively 

to quality issues and leverage continuous improvement. TRIGO’s integrated knowledge 

management solution ensures that its clients benefit from the best practices coming 

from previous experiences and lessons learnt generated after each mission. 

 

6.1.2  The TRIGO solution 

According to EN 9100 TRIGO’s quality management system (QMS) for 

knowledge management in aerospace industry, Customer Knowledge Management (CKM) 

solution is a process powered by a collaboration platform, which enables to collect and 

spread lessons learnt inside TRIGO’s network to capitalize on the best practices and 

innovations in terms of processes, procedures and services. 

1. Two main targets of CKM solution: 

 Accumulate added-value knowledge after each mission and generate 

lessons learnt 

 Spread the “know-how” inside TRIGO’s network 

2. Methodology: 

 

 

Figure 6.1  CKM methodology 
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3. Main categories of data: 

 Case Studies (more than 100 in 20 countries) 

 Training Modules (more than 300 field of expertise) 

 Footprints (for more than 8’000 customers) 

 Team members profiles (referencing more that 200 competences & skills) 

 Reports (tracking 80 KPI’s after each mission) 

 Auditing (more than 300 inspections) 

 Defect library (more than 500 defect types listed) 

*(Figures given are not accurate, but used as an example for the brochure) 

 

 

Figure 6.2  Components of CKM solution 

 

6.1.3  Benefits 

Choosing TRIGO means getting access to state of the art knowledge 

management system: 15 years’ worth of data gathered from 24 countries, collected 

during more than 50,000 missions. TRIGO selects the brightest talents among 8,000 

quality experts to provide ready-made, proven and immediate solutions. CKM system 

is synced to TRIGO’s client operations, ready to fulfill any sophisticated requirement 

in a short time period ensuring that the client gets the best solutions possible at the end 

of the day. Footprints from past experiences become practical know-how in TRIGO’s 

present and future projects. 
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CHAPTER VII 

RECOMMENDATIONS AND CONCLUSION 

 

 

7.1  CKM process 

For the final stage of the project, the main focus was to describe an “ideal” 

process of the customer knowledge management and to show how SharePoint, the tool 

chosen as the best solution for TRIGO during the benchmarking phase, would be integrated 

inside TRIGO’s network as well as how it would contribute to the process of capitalization 

on the return on experience and the lessons learnt. 

 

7.1.1  Overview of CKM process 

 

 

Figure 7.1 Overview of CKM process 

 

Regarding an overview of the CKM process as illustrated in the figure 7.1, 

there are different symbols and colours used to identify different steps and imply different 

meanings in the proposed CKM flowchart. Those symbols and their meanings are 

illustrated in the figure 7.2. By the way, to explain the overview of the CKM process 

briefly to give the big picture first before showing the detailed steps in the flowchart, 

the overall process would basically start with the customer request for TRIGO. After 

all, within the KM tool boundary expressed with the dash line, TRIGO needs to identify 

the requirements that can be matched with 2 components, i.e. the data content within 

the database and the human resource aspect in terms of who is going to match with 

different tasks. Therefore, the response in terms of technical and commercial proposal  
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will be provided after TRIGO has the right data as well as the right people on hand, an 

agreement would be established before an execution of mission in the next step until 

the end of the mission. Subsequently, TRIGO will receive feedbacks from the customers 

that will foster the review phase for the performance evaluation. In this phase, TRIGO 

will be able to create 2 kinds of progress as the inputs for SharePoint, i.e. the lessons 

learned in order to update in the data content, and the performance evaluation to update 

the profile of each individual inside the tool that will link to the skill matrix available 

for the next missions. Nonetheless, the lessons learned and the performance evaluation 

that have been created, would not be beneficial only to support the update inside SharePoint, 

but also enhance the execution of the next missions since the data would be easily retrieved 

from the systems to support TRIGO’s subsidiaries across the globe.  

Referring to the Integrated KM Cycle by Dalkir, this proposed CKM process 

would be a part to solve the problems regarding 3 major stages, i.e. Knowledge capture 

and/or creation, Knowledge sharing and dissemination, Knowledge acquisition and 

application serially. In regard to the first stage, the proposed process would guide more 

systematic way to create the knowledge that has been captured regarding the lessons 

learned and performance evaluation as inputs into the system, and these inputs would 

be beneficial for the next missions in the future. For the second stage about knowledge 

sharing and dissemination, as SharePoint has been agreed to be used as a common 

knowledge sharing platform in the future, and the systematic process has already been 

set up as a guidance for the company. Hence, the knowledge sharing and dissemination 

problems would be diminished. However, this cannot happen effectively without a lot 

of supports for CKM implementation that will be described in details in the last part of 

this chapter. Regarding the third stage about knowledge acquisition and application, 

the knowledge would be contextualized in 2 main aspects, i.e. data content and human 

resource, in order to be easily understood (“acquisition”) and used (“application”) by 

the subsidiaries in the different regions since the knowledge would be easily retrieved 

from the system. By applying the proposed CKM process in the real operations, the 

researcher believes that TRIGO would be able to gain the return on experiences as 

previously anticipated. 



49 

 

Figure 7.2 Determined symbols 

 

7.1.2  Flowchart 

After the overview of the process has already been put forward, the researcher 

will illustrate the CKM process in details by proposing the following flowchart. 
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Figure 7.3 CKM flowchart 

 

As presented in the flowchart, the proposed CKM flowchart comprises several 

steps needed to be clarified. Nevertheless, this invented flowchart stemmed from the 

researcher’s creativity as well as the possibility. The researcher will illustrate the details 



51 

of each step in the table in terms of the inputs, the activities, the outputs, and the people 

who take charge of each step respectively. Subsequently, the explanation for each table 

will be provided to make it easier to be understood as follows:   

 

7.1.3  Customer request 

 

Table 7.1 Customer request 

Input Activity Output Responsible 
Needs and 

requirements 

 

Customer 

request 

Confirmation 

email 

Confirmation 

email 

 

 

Nomination 

letter, 

Customer 

request 
 

Customer 

request 

 

Confirmation 

email 

Confirmation 

email 

 

 

Nomination 

letter 

Sales/ 

Customer 

service 

 

 

 

 

 

 

Business 

development 

department 

Quality 

manager 

 

The whole CKM processes will start with the customer request when they 

have some needs and requirements. The people who take charge in this step should be 

sales people or the people in the customer service department because they directly 

contact with the customers. When TRIGO has acknowledged the request, the company 

will send the confirmation email to the customer. However, those requests needed to 

be discussed and collected the details before deciding whether to accept or decline the 

request, provided that they are out of scope of services the company can provide. Either 

of them would be affirmed by the confirmation email sent to the customer. Providing 

that TRIGO accepts the requests, the suitable quality manager for particular task will 

be nominated by the business manager from the business development department. 
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Subsequently, the nominated quality manager will identify the requirements in details 

according to the received requests in the next phase. 

 

7.1.4  Identify requirements 

 

Table 7.2 Identify requirements 

Input Activity Output Responsible 
Nomination letter, 

Customer request 

 

 

 

 

 

 

List of identified 

needs, 

List of identified skills 

& competencies 

 

Mission 

document 

 

 

 

 

 

List of identified 

needs, List of 

identified skills & 

Competencies 

 

Mission document 

 

Quality 

manager 

 

After the quality manager has been assigned for the task, he/she needs to 

categorize those requirements to identify needs as well as skills and competencies required 

for the task to be the inputs for 2 main phases, i.e. data content and human resource aspect. 

Then, the list of identified needs as well as the list of identified skills and competencies 

will be the inputs to generate the mission document before being uploaded to SharePoint 

and the automatic notifications will be sent to colleagues or the related parties for the task. 
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7.1.5  Data content 

 

Table 7.3  Data content 

Input Activity Output Responsible 
List of 

identified 

needs, 

 

 

 

 

 

 

 

 

Historical data 

From: 

-Case Studies 

-Reports 

-Footprints 

-Databases 

-Auditing 

-Training 

modules   

 

Quality 

manager 

 

IT 

department 

 

Quality 

manager 
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Table 7.3  Data content (cont.) 

Input Activity Output Responsible 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Historical data 

From: 

-Case Studies 

-Reports 

-Footprints 

-Databases 

-Auditing 

-Training 

modules   

 

Offer description 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Offer 

description 

 

Customer 

offer 

 

 

 

 

 

 

 

 

 

 

 

TREQ/ 

Other quality 

managers  

 

 

 

 

 

 

 

 

 

Sales/ 

Customer 

service 

 

Considering the first phase which is the data content, the quality manager 

can access to the platform managed by the IT department after he/she has the list of 

identified needs on hand already. Inside SharePoint, the quality manager will be able to 

choose the suitable category and download the provided documents related to historical 

data or even use the intelligent search before downloading the copy on demand. If the 

required data is related to high customization, the quality manager can ask for the input 

from the colleagues within the platform, both from TREQ department, or even from 

other quality managers before collecting the inputs in terms of the historical data, e.g. 

case studies, reports, footprints, databases, auditing, training modules. The collected 

inputs will be used to process data and offer customization before sending proposal to 

the client which is the response in terms of the technical and commercial offer. This 

step will be done by the sales people or the customer service department. 
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7.1.6  Human resource 

 

Table 7.4 Human resource 

Input Activity Output Responsible 
List of 

identified skills 

&Competencies 

 

 

 

 

 

 

 

 

 

List of selected 

Candidates 

 

 

 

Request for 

training 

 

Training 

certificate 

 

Nomination 

letter 

 

 

 

 

 

 

 

 

 

 

 

List of 

selected 

Candidates 

 

 

 

 
 

Request for 

training 

 

Training 

certificate 

 

Nomination 

letter 

 

Customer 

offer 

 

Quality 

manager 
 

IT 

department 

 

 

 

 

 

 

 

 

 

 

 

TREQ 

 

Quality 

manager 

 

Sales/ 

Customer 

service 

 

 

Another phase is about human resource. The quality manager will access 

to the platform managed by the IT department after he/she has the list of identified skills 

and competencies on hand already. The purpose is to find the right people for the right 

job. Inside SharePoint platform, the quality manager will be able to search users from 

various profiles, build the skills matrix as well as select employees for the project. Finally, 
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the quality manager will have the list of selected candidates in order to make an agreement 

with the inspectors. Providing that any of them do not agree to do the task, the quality 

manager will search for other users and build the skills matrix again in order to have 

enough inspectors to be a part of the team.   

If they agree to do the job, the quality manager will see and decide whether 

they need any training or not. Provided that they need training, especially for the task 

that is highly customized, the request for training will be sent to TREQ which manage 

about training module. After that, the inspectors will receive the training certificate after 

they are trained already. Then, when the inspectors are ready for the task, they will get 

nominated by the quality manager to be the team. Subsequently, the proposal or the 

customer offer will be sent to the customer at the end of the day to be the response in 

terms of the technical and commercial offer. This step will be conducted by the sales 

people or the customer service department because they directly contact with the customer. 
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7.1.7  Response & execution 

 

Table 7.5 Response & execution 

Input Activity Output Responsible 
Mission 

document 

 

 

 

 

 

 

 

Confirmation 

email 

 

 

Signed 

contract 

 

 

 

Progress 

report 

 

 

 

 

 

 
 

Customer offer 
 

 

 

Confirmation 

email 

 

Signed 

contract 

 

Progress 

report 

 

 

Final report 

Sales/ 

Customer 

service 

 

 

 

 

 

 

 

 

 

Quality 

manager 

 

After the historical data useful for the project as well as the appropriate 

manpower have already been deployed, the customer offer still can be adjusted based 

on the approval of the client. If the client approves, the contract will be signed. This 

phase will be done by the sales people or the customer service department. Subsequently, 

the signed contract will eventually lead to the execution of the mission responsible by 

the quality manager who will supervise the quality inspectors to complete the task. The 

progress report will be an output from this phase. However, the final report will be 

generated by the end of the mission before moving on to the review phase onwards. 
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7.1.8  Data content reviews 

 

Table 7.6 Data content reviews 

Input Activity Output Responsible 
 

 

 

Appraisal 

by client 

 

Client 

satisfaction 

result 

 

Mission 

data 

Appraisal by 

client 

 

Client 

satisfaction 

results 

 

 

 

 

 

 

 

Historical 

data 

for lessons 

learned: 

-Case Studies 

-Reports 

-Footprints 

-Databases 

-Auditing 

-Training 

modules   

 

Sales/  

Customer 

service 

 

 
 

Quality 

manager 

 

Marketing 

Department 

 

Quality 

manager 

 

After each mission has already been conducted, the reviews phase for the 

performance evaluation is another significant phase that will generate the inputs for 

the main 2 phases within the KM tool, i.e. data content and HR. Regarding the data 

content, after the client satisfaction results have been collected by the sales people or 
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the customer service department, the quality manager will generate inputs within the KM 

tool which is the mission data about lessons learned. After all, the marketing department 

will fill in standard template for case studies and ask the quality manager for an approval. 

Providing that those case studies are approved, they will be shared and used as the reference. 

Contrarily, if they are not, they will be archived. Nonetheless, those 2 types of information 

will be updated in the data content that will be beneficial and will contribute to the 

future missions. 

 

7.1.9  HR reviews 

 

Table 7.7 HR reviews 

Input Activity Output Responsible 
 

 

 

 

 

 

Client appraisal 

 

 

 

 

 

 

 

Performance 

report 

 

 

Employee 

profile 

 

 

 

 

 

 

 

Performance 

Report 

 

 

Employee 

profile 

Quality 

manager 
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Regarding another phase within KM tool which is HR, the review phase 

will also generate inputs for HR. The client appraisal will be taken into account to conduct 

the team performance evaluation as well as the individual performance evaluation which 

will generate the output in terms of the performance report and the employee profile. 

After all, the performance report and the employee profile will be deliberated to conduct 

the profile update within the KM tool which is SharePoint. The employee profiles that 

have already been updated will be useful and referred as the workforces that will be 

ready to be deployed for the next missions in the future.  

By considering the whole model of the proposed CKM process, the researcher 

believes that it will be the starting point that guides TRIGO to be more effective in terms 

of the customer knowledge management since the model has been invented to solve 

the problems regarding each stage of the integrated KM cycle. Nonetheless, there are 

some components described earlier which are out of scope of the project that still needed 

to be taken into consideration for the strategic level in order to enhance the further 

development of the company in the future.  

Regarding the integration between the theory and the CKM model proposed, 

it can be described as follows. Referring to the Integrated KM Cycle by Dalkir, the complete 

knowledge management process comprises of 3 main stages including 1. Knowledge 

capture and/or creation, 2. Knowledge sharing and dissemination, 3. Knowledge acquisition 

and application. By considering the CKM model, it has been invented to enhance the 

completeness of the knowledge management process within TRIGO. Firstly, the lessons 

learned and the performance evaluations which are generated from the review phase of 

every mission will be the inputs that are put back to the knowledge sharing platform to 

enhance the first stage of knowledge capture and/or creation. Secondly, the knowledge 

content will be assessed by the quality managers before sharing and disseminating the 

appropriate knowledge to the quality inspectors in the second stage of knowledge sharing 

and dissemination. Furthermore, the knowledge that have regularly been updated and 

contextualized in proper categorizations within the knowledge sharing platform will be 

ready to be understood and used to foster next missions in the future of TRIGO onwards. 

It means that the third stage of knowledge acquisition and application will also be flourished 

because the contextualized knowledge will be ready to be retrieved in order to fulfill 

various requirements. On the other hand, TRIGO would have the completed processes 
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of the customer knowledge management by following this proposed CKM model at the 

end of the day. 

 

 

7.2  Limitations of the model 

Although the model has been well deliberated, some limitations still exist. 

The researcher will describe those limitations as following. Firstly, it is undeniable that 

the proposed model has the main focus on KM aspect. However, there are other aspects 

apart from KM needed to be taken into account. Furthermore, the limitations of the 

model included no focus on negation of price as well as the executions phase, which 

were identified to be out of the scope for the project. After all, the further development 

of the view on the support of the proposed CKM system is essential including such 

aspects as maintenance and governance of the CKM solution. 

 

 

7.3  Recommendations for CKM implementation 

The lack of consistency in terms of CKM procedures inside TRIGO was 

revealed during the previous stages of the project, which shows the importance of 

introduction of centralized governance for the CKM processes as well as guidelines 

supporting teams in their day-to-day activities. The role of IT department as CKM 

solution support should not be underestimated. Strong communication activities and 

training are necessary for CKM implementation. Regarding the feedback, the results 

of the project were highly appreciated by the company. The outcomes revealed will be 

presented to the management and will become the starting point for CKM system 

development inside TRIGO. 
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Appendix A: Interviewee List 

 

 

Interviewee 1 

Role: Global Resident Engineering Service Manager (TREQ) 

Industry: Aerospace, Automotive and Heavy Transportation Business lines 

Interviewee 2 

Role: International Sales and Key Account Manager  

Industry: Aerospace and Heavy Transportation Business lines 

Interviewee 3 

Role: Change Management Project Manager 

Industry: Automotive Business line 

Interviewee 4 

Role: Quality Manager 

Industry: Automotive Business line 

Interviewee 5 

Role: Director of Aerospace and Business Development in North America 

Industry: Aerospace Business line 

Interviewee 6 

Role: Contract Manager for U-Shin project 

Industry: Automotive Business line 

Interviewee 7 

Role: Project Manager for Stream5 project 

Industry: Aerospace Business line 

Interviewee 8 

Role: Contract Manager for Stream5 project 

Industry: Aerospace Business line 
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Appendix B: Interview Questions and Answers 

 

 

Interviewee 1 

Role: Global Resident Engineering Service Manager (TREQ) 

Industry: Aerospace, Automotive and Heavy Transportation Business lines 

 

Scope of activities: 

1. Can you tell us about Global Resident Service network?  

Answer: Global resident service network include two levels. First level - focal 

points for different areas of business and countries responsible for resource management, 

sales leads, business proposals and escalation of information. Second level - resident 

engineers and associates who execute the projects. 

2. What is the role of TREQ? What are the main goals and tasks fulfilled 

by the department?  

Answer: TREQ department is new and has 3 main fields currently: 1) resident 

engineering, 2) quality expert consulting (QEC) - auditing, supplier development and 

training, 3) methodology and measurement of services- analysis of divisions and calibration 

of services. Today in every country there is a TREQ focal point. For most of global 

project there is a dedicated contract manager. For countries where there is no TREQ 

coordinator or manager, the focal point would be a country manager. In the future, the 

two main targets include identifying countries with high business potential and ensuring 

the TREQ focal point network as well as taking decision on resource management. 

3. How do you share information inside TREQ? 

Answer: Communication is an important subject as the company is growing 

quickly and every year there are many M&A that take place. There are three main ways 

of communication in TREQ. One of the most powerful communication methods is 

communication from country manager to country manager. Second communication 

surface – direct communication. It can be on the topic of tracing, customer information, 

cross country challenges, etc. For example, if it is a pure sales issue, there would be 

direct communication between sales managers. The third one – internal communication 

inside TREQ with strong community and commodity discussions. 
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Current KM tools: 

4. Which Knowledge Management (KM) tools do you use?  

Answer: Case Studies is an important KM tool in the company. The information 

about different business cases is sent by managers to Marketing department, which in 

turn put data in standardized Case Studies templates and share them with TRIGO managers 

around the world through a wiki interactive platform Confluence. Cases studies are 

shared internally, and the manager decides what to share or not with the client. Sharepoint 

is another KM tool acting as an intranet and used for sharing information about ongoing 

projects such as price list, contact list, etc. Today there is also a project on Skill Matrix 

that will be introduced in Sharepoint in the future. The idea of the project is to create 

personal profiles for TRIGO employees and facilitate the search for skills or knowledge 

for a specific project internally. Finally, Antifog is a database where all the data about 

different missions is stored. 

5. What are positive and negative aspects of existing KM tools? 

Answer: Case Studies is a well-structured and well-formulated content where 

it is possible to find information about which methodology was used for the project, 

country, project key figures and achievements, points of contact, etc. Marketing department 

ensure that templates are following the standard structure and are written in English. It 

is easy to search for the templates and navigate on Confluence platform. However, a 

more dynamic platform that requires less manual work would be highly beneficial. 

6. Based on your own experience, would you recommend some other KM 

tool applicable for TRIGO global quality residence network? 

Answer: In Bosch BGN intranet was used as platform for all data storage 

and sharing. Employees could find any data such as news of the company, structure of 

the organization, focal points, etc. 

 

Ideal KM tool: 

7. Can you describe an ideal tool for Internal Customer KM for your network? 

Answer: All KM tools should act as a dynamic database as the data is 

changing all the time. A good example can be footprints of TRIGO businesses for 

different countries. There are several KM tools in the company, so somehow these 

systems should communicate to be dynamic. Skill matrix is also very important as it 
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would help to see which employees can contribute which projects and make the search 

for skills and talents easier.  

8. What functionalities would you highlight as the most important?   

Answer: An idea KM tool would be work as “personal assistant” for daily 

work that can give you answers to all kind of questions you need to do your job.  For 

this a tool with intelligent search functionalities is required. Moreover, high speed is 

important to ensure the reactivity of work. As for interactivity and communication, 

chat tools are not always a good solution because there is no data safety and is very 

difficult to control of the content shared. Encrypted emails are also important. Sharing 

sensitive data such as sales and price information, budget require confidentiality and 

high level of data safety. 

 

Interviewee 2 

Role: International Sales and Key Account Manager  

Industry: Aerospace and Heavy Transportation Business lines 

 

I. Questions about shared documents 

Presentation Thèse KM 2015 TRIGO  

1. What were the aims of this research? Any KM solutions proposed? 

Answer: A study made in TRIGO Nantes back in 2015, focused on the internal 

systems, its inventory and diagnosis, providing a detailed description, an evaluation of 

the KM maturity and potential improvements to capitalize on experience. A final solution 

in the form of a system diagram (logigram), findings were never implemented. 

2. Slide 3: What is “GRAMMS”? 

Answer: GRAMMS is a set of requirements imposed by Airbus to its suppliers. 

It incorporates an explicit section with expectations regarding KM.  

3. Slide 9: Which of the tools are still relevant? Which one are not mentioned? 

Answer: Most of the tools are still relevant, some however are not known 

or may be underused/forgotten as well as some may not be applicable within TREQ 

need. This will be confirmed with the requirements expressed during the interviews. 

4. Slide 10: Are the analysis of the processes and parties involved still 

relevant for TRIGO today? 
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Answer: Since we are focusing on TREQ their relevance have to be confirmed. 

4 distinct parties involved: Quality Consultants, Business Managers, Quality Managers 

and Inspectors. 

 

Example of KM in quality assurance plan for Airbus 

5. Could you explain the purpose of this document? Is it an example of 

the template to be shared within the network of inspectors? 

Answer: It illustrate the kind of document that could be stored on the platform 

to be available for incoming similar projects. It assures the continuity, consistency and 

capitalization on previous experiences.  

 

II. Definition of the project: Customer Knowledge Management  

Customer KM- the return on experience with the objective of leveraging 

lessons learned for the benefit of TRIGO Staff and Customers. 

6. Profile of users: who will contribute and who will benefit from the tool? 

Answer: No differences among the user experience. Quality Consultants, 

Business Managers, Quality Managers and Inspectors will all benefit respective to their 

functions.  

7. Will there be the different level of access for different profile of user for 

the tool?  

Answer: No. Same user profile, same access for all. 

8. Do you expect the customer to have access to the KM tool? Which level 

of access should they have? What functions should it fulfill? 

Answer: No customers access. The internal tool to better cater customers 

needs, it may be used in a way to provide information regarding the progress of the 

assignment to the customer. 

9. Should we focus on the tool solution? Should we also concentrate on 

the service support provider for its implementation?  

Answer: Mainly the tool is necessary. Approach to its implementation will 

be appreciated. 
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III. Knowledge Management in TRIGO 

10. Project lead by Peter Kiss 2 year ago 

● What did not go well? Main issues? 

● What are the results/ outcome achieved? 

● Were there any other initiatives to implement KM? 

Answer: These questions will be answered during the interview with Interviewee 4. 

11. What is the functionality of TREQ platform? How can this platform 

contribute to Customer KM?  

Answer: Actually, there’s no concrete form of platform used for TREQ. 

There is only TREQ part in the current SharePoint. 

12. What are the forms of reporting used by TRIGO inspectors? 

Answer: Types of documents they have to fill in, for example,TRIGO has 

the inspection report template in quality system model.  

13. What information does an inspector provide before/during/after 

accomplishing his mission? In which format (Word/ Excel/ PPT, etc)? Which tools 

does he use for each of the step? 

Answer: The inspectors use the inspection report template if there is no an 

imposed service standard from customers. It can be any format based on different tasks. 

14. What are the IT tools used to implement Quality Tools (Methods) such 

as 8D, FMEA, 5P, Ishikawa diagram, etc.? 

Answer: Currently,TRIGO has SharePoint, OneDrive.  

15. Is there relevant information we need to know about Stream5? 

Answer: It’s about the network of inspectors doing the inspection at Airbus 

suppliers. They’re working especially for the cabin parts to inspect all the suppliers 

specialized in the cabin parts, not structure nor engine, but cabin. There are around 30-40 

inspectors all around the world. To be precised during the interview with Interviewee 

7 and Interviewee 8  

16. What is Antifog (Automotive industry)? 

Answer: Antifog is an operational tool internally developed to count the parts 

inspected.This tool is out of the scope of this project. 

17. Do you have an intranet for the employees? What are the functionalities 

of the intranet related to KM, if it exists? 
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Answer: Currently, SharePoint acts as the intranet for the employees. the 

main functionality of this intranet is to share documents within the TRIGO team. 

 

Interviewee 3 

Role: Change Management Project Manager 

Industry: Automotive Business line 

 

I. TRIGO culture of change with IT tools: 

1. Is there typical approach to change in the company? 

Answer: The evolution of Antifog from version 1 to 5 showcasing massive 

evolution reflects internal momentum and dynamic. Changer Manager are catalysts, 

acting as vital intermediary between parties involved. 

2. Is the workforce sensitive to the changes of IT tools? 

Answer: Yes they are, dedicated pilots are in charge of accurately understand 

needs and contribute to improved IT solutions. 

3. Are there adaptations to consider depending on the different geographical 

areas and their advancement as IT users? (Different level of IT development of regional 

teams) 

Answer: Global implementation strategy will consider IT fluency, deployment 

takes place in most IT competent countries. Tools are aimed to be standardized, in 

some cases adaptation is required, mostly regarding local legislations needing special 

features. 

 

II. Experience with Antifog: 

4. How did it proceed? Actors involved (internal and external)? Strategy? 

Answer: Antifog was internally developed starting in 2001. The fourth version 

featured 7 databases for each country an aspect that needed improvement. In 2015, version 5 

became conveniently accessible with web based platform featuring a unique database, 

relieving employees from the constraint of software download and confusion due to 

several databases. 
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Actors involved: 

- IT managers (in charge of relation with supplier) 

- Project Managers (coordinating specifications of the need, training, 

communication and overall implementation strategy) 

- Country pilots (local representative for implementation strategy with training, 

communication) 

- Key Consulting (External actor since V5, Software Developer & Maintenance 

provider) 

- Other actors (Quality managers if judged necessary) 

5. What were the main phases? 

Answer: We can distinguish roughly 5 steps: 

- Need analysis (workshops to explain needs + listen to potential suggestion 

of the supplier) 

- Price estimation & negociation 

- Technical specifications & Software Development 

- Testing on UAT test platform with selected test users  

- Implementation via country pilots 

6. Who created the training module for the software? 

Answer: It was externally developed by Key Consulting. 

7.  Was the adaptation strategy to the new tool different depending on the 

country? 

Answer: No the same approach is applied. Differences can only be found 

in special features for a certain countries. (see question 3.) 

 

III. KM implementation: 

8. How would you envision the success of this change? 

Answer: A cascading process from selected countries to a global adoption 

of the tools while ensuring the user mastery of the tools.  

9. What advice would you give for its implementation? 

Answer: It was challenging to break the habits of users going from V4 to 

V5 of antifog which is why pre-launch communication is vital for success to make all 

users aware of the impact of change. 
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10. Which departments should be involved? (IT, HR, Management) 

Answer: The more the departments involved (actors mentioned in question 

4) the more effective will the change campaign as this brings awareness, momentum 

and credibility.  

11. Would the change be presented the same way to the 4 groups of users 

profiles? (Quality Consultants, Quality Managers, Business Managers, Inspectors) 

Answer: No, as they have different use for the tools the benefit of change 

should focus on their dedicated interest to be more convincing. 

12. What incentives can be used? For what? Would it be applicable in this 

scenario? 

Answer: One of the first step would be to identify the pilots of the different 

user profiles (from Quality Consultant to Inspectors). 

Two sides to consider for TREQ:  

- Laurent Defer (QEC) Quality Expert Consulting side 

- Yann Lopez (RES) Resident Engineer side 

 

IV. Current & Ideal KM tools 

13. What KM tools do you use? 

Answer: For now, Sharepoint despite limitations has undergone recent 

improvements. A customer portal in V6 of Antifog for external communication such as 

relevant information concerning ongoing client assignments (ex: real time audit process 

available on smartphone). 

14. From your point of view, what are the advantages and disadvantages 

of the existing KM tools? 

Answer: Sharepoint has the advantage of being already established internally, 

however it shows limitations in terms of files management and categorization. Further 

possibilities, benefits and limitations of Sharepoint are to be analyzed with an interview 

with Naji Saadaoui (example: possibilities of a search option). 

15. How would you describe the ideal tool for internal customer knowledge 

management? 
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Answer: It should be simple and efficient. It should support users during 

their mission by featuring easy access, precise categorization, relevant numbering, automatic 

versioning and maybe provide internal communication as an animated/interactive platform.  

16. What functionalities would you consider the most important ones?   

Answer: An animated library providing effective versioning of files, multiple 

users accesses and personalized categorizations by user type. If the initial involves only 

specific actors such as Quality Consultant, then a forum is an essential add on to increase 

communication contributing to the utility of the tool in case information seeked is not 

available or outdated.  

17. What could be the main search criteria/categories?  

Answer: Mission type/nature of activity (for example: audit, control, firewall, 

training) is most suitable criteria that would benefit all users. This categorization may 

be adapted to the distinctive need of each user type from Quality Consultant to Inspectors. 

 

Interviewee 4 

Role: Quality Manager 

Industry: Automotive Business line 

 

Prominent automotive sector: 

1. What is the current tool used for KM? Who is the provider? 

Answer: 3 years ago confluence, a team collaboration software was used 

as an internal sharing portal with its dedicated library and categorized sections such as 

“Know-How” and ‘’How-To”. Today we use more the Case Studies system, it is managed 

by the Marketing dept, it is up-to-date, continuously refreshing and also template based. 

SharePoint as a Knowledge Management tools, with a global business intelligence 

interface. 

2. Which criteria are used for the classification of data? 

Answer: For Confluence, the data is classified into several sections of the 

library, each section is referenced by a release date, a unique file ID, a file name describing 

the nature of the document and field of activity (ex: Inspection of transformer tank, 

EPMS testing, etc.). For SharePoint, the interface features a list of activities linked to 
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competences (metal processing, Stamping, Welding, Assembly, Painting, etc.), the result 

is a short list of matched employees contacts with their name, country and city location.  

3. What are the main differences in terms of KM between aerospace and 

automotive industry? (differences in KM needs, actors, process, etc.) 

Answer: The automotive business line at TRIGO is roughly 18 years old, it 

has accumulated considerable quantitative and qualitative knowledge, its main current 

challenge is to articulate knowledge in order to not only sustain but more strategically 

to innovate the quality approaches using our historical experience. The aerospace business 

line is much more recent despite its differences it could highly benefit from the best 

practices of automotive. 

4. Any proven best practices that could be beneficial for aerospace industry? 

Answer: Automobile industry has extensive experiences in pacifically acquiring 

companies and merging their quality management systems with existing internal ones 

(keeping two complete systems is inefficient). This has implications with KM because 

of the challenges of Knowledge Transfers requiring intense benchmarking, collaboration, 

and evaluation. A standard process of Know-How transfer has been defined to create 

synergies both on a system, knowledge and practical level. This specific field of activity 

has now been delegated to TREQ who can apply the concept between internal business 

units. 

5. Any return on experience procedures commonly shared with aerospace? 

Answer: The procedures share the same goal. Knowledge in its raw state is 

a sophisticated theoretical understanding of a subject. TRIGO interest is to transform it 

to a simple practical state that can be capitalized as valuable assets empowering its 

manpower and could also be sold externally as part of our service bundle.  

6. What are the different phases of these procedures? 

Answer: The phases of know-how transfer 

- Recognize the need and source of KH 

- Translate and customize  

- Transfer the KH, learn at source and train at target 

- Use the KH 

- Evaluate 

- Learn and Share experience 
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7. What features should a KM tool possess? 

Answer: The tools should facilitate cooperation between operational managers, 

not only in terms of data but also in terms of people. If someone needs something it 

can check if solutions are internally available elsewhere in the world within the network. 

Being aware of possibilities in each country, having direct link to these people and 

their competences is key.  

8. What are your current KM tools strengths and weaknesses? 

Answer: Till now, there are still two different SharePoints for the American 

and European Market, it may be possible to have one consolidated SharePoint in the 

future. For the automotive business line we now have sufficient data but we encounter 

some difficulties to map it, there are features to search the platform for specific keyword 

by the challenge remain in navigating efficiently inside a file as well as managing languages 

(some documents have thousands of pages and only few languages available). 

  

As a quality manager: 

9. Who will benefit, contribute and manage the tool? Are there different 

levels of access? 

Answer: There should be different level of access, I believe quality managers 

should bear the responsibility of managing the platform both in terms of files input and 

output. Quality manager should communicate the necessities to their underlying teams 

as training modules and support. On the other hand, the tools should promote transparency 

for the benefits of centralized activities such as marketing, human resources, among 

others. 
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10. Which document format would you provide in the system? 

Answer: Usual formats (words, excel, pdf, databases, etc.) 

11. What are the main obstacles that you would advise us to take into account? 

Answer: Sometimes the Know-How transfer concerns direct customer demand 

(comes with assured revenue) in some cases it's only from potential customer (development 

project that have no revenues assured behind, may be considered as risky investments).  

As a question mark, should we capitalize on these fields or no? This will be a barrier 

toward expansion of the platform. 

12. Any tips for an implementation strategy? Main phases to consider? 

Answer: A country by country approach could be effective. Support from 

upper management is really important, when dealing with risky projects nobody wants 

to be part of the risk which is why sponsoring is key. 

 

Aside the internal purpose of KM, to cater the client: 

13. Could you explain the principle of “customer web portal” that you use? 

Answer: Customer web portal enables easy interaction with customer on 

ongoing assignments. The end goal of a CKM tool should act as a differentiator from 

competitors (ex: LED TV’s may be comparable in terms of hardware but the customers 

loyalty may reside on the intangible interface of such TV that facilitate its use therefore 

generating a perceived added value). 

14. Is customer web portal linked to other internal KM tools? 

Answer: Yes, in a very restricted manner. Customer Web Portal is very 

tricky because of the huge information that could be made available to customers, there 

are confidentiality dilemmas, the biggest challenge from an IT perspective is to impose 

restricted access. 

15. How could the CKM system be used to better cater customers need? 

Answer: Even if TRIGO is a smaller scale organization, car manufacturers 

expect their service providers to have the same level of knowledge as them in order to 

acquire the outsourced quality management activity. These set of expectations are reflected 

on agreements as requirements imposed on internal KM processes to enable a flawless 

hosting of TRIGO employee. 
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Interviewee 5 

Role: Director of Aerospace and Business Development in North America 

Industry: Aerospace Business line 

 

Scope of activities: 

1. Could you tell us about your role as Director of Aerospace and Business 

Development for North America?  

Answer: TRIGO has recently bought PIC Group with the goal to expand 

its operations in North America and to get access to the quality services network in the 

Automotive industry. Next step today is to expend activities in North America Aerospace 

market, which is the largest in the world, and James was invited to direct this activity. 

His responsibilities as a Sales Manager include attracting new customers, executing 

contracts and delivering services to the customers in the region as well as supporting 

business activities in Europe linked to the business practices in North America. 

2. What are the main goals and tasks of your consultant’s network you are 

working with? 

Answer: The main objective is to grow a network of talented consultants to 

deliver the services to the customers in North America in Aerospace industry. Acquisition 

of PIC Group helped to get access to the large network in the automotive industry. Engineers 

in quality in Automotive can provide a significant support for future network of aerospace 

inspectors, especially being driven by data sharing on the consumers’ side. 

3. How do you share information within your network in the USA?  With 

other teams globally? 

Answer: Today for both Aerospace and Automotive sectors TRIGO does 

not have a common established system to manage data globally. With every separate 

M&A comes a separate data management system. In North America a system to manage 

quality activity in Automotive industry is called EPIC, which is a sort of equivalent of 

Antifog system in Europe. Moreover, a lot of Aerospace customers use their own ERP 

system, so TRIGO in North America sometimes do not have access to some data in 

Europe.  
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KM tools: 

4. Which KM tools do you use? What are the main processes related to 

KM tools and their main functionalities? Are they managed internally or by an external 

provider? Which type of data and classifications for the data are used? 

Answer: SharePoint is the main tool for Internal KM data sharing. However, 

due to the historical reasons in North America PICO SharePoint is used which is not 

linked to TRIGO SharePoint in Europe. The current trend is information transfer from 

PICO SharePoint to TRIGO SharePoint in Europe. Inside the tool folders are sorted by 

different sections. For example, there are separate sections for Automotive and Aerospace 

industries, for marketing and sales. In general, it is a standard document management 

which has been implemented by now. SharePoint was developed internally, but the internal 

servers are managed by the third parties. Further development by an external provider 

could helpful in the future. One of the needs of TRIGO today is strategic data sharing 

across Aerospace, Automotive and Heavy transportation industries, especially from 

the systems network side. It would bring more cross-selling activities: not just performing 

inspections activities but also developing and increasing performance activities. 

5. What are positive and negative aspects of existing KM tools? 

Answer: SharePoint is a powerful tool. It is better than network hard drives 

(internal server), as it is more developed in terms of search capabilities and data management. 

It has also more flexibility for user access rights. It is possible to create users groups 

and thus manipulate and better control individual users: give restrict access, read only 

access, short time access, etc. Yet, not all potential of SharePoint has been exploited 

yet. As for the negative points, it represents an old-fashioned way of managing information 

(network drives and folders). Another problem is slow upload speed. With regards to 

EPIC and Antifog systems, these systems needs to be directed towards more high level 

inspection activities, even going beyond inspections towards quality engineering and 

development. 

6. From your own experience, would you recommend some other KM tool 

applicable for TRIGO global network? 

Answer: In the previous company (Verify) network hard drives and SharePoint 

were used, but it was not very efficient. So, a new ERP system was implemented internally 

by the company in order to centralize the information. Yet, it did not go well and even 
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made things worse, as it led to more decentralised information. There was an attempt 

to create a Wiki site for employees to input the information and centralize it, which can 

be a good idea, but it did not go well as well, possibly due to bad implementation and 

bad management of the tool. Another tool that James would advise is Customer 

Relationship Management (CRM) systems. It is a great way to collaborate around an 

engagement or a specific topic, especially for an account manager. Today CRM is 

mostly used for sales engagement, but ideally it would be very effective if operational 

data could be managed by CRM systems in the future as well. KM is about having as 

much data shared as possible, so having Sales as well as Operations involved is very 

important. 

7. Can you describe an ideal tool for Internal Customer KM for your network? 

Answer: Sharing business information effectively is necessary, for example, 

exchanging information about how much profit a particular department/team is making 

for a specific project. This type of data is very important to make strategic commercial 

decisions. From operational perspective, information about defects, the actual results 

of the inspection engagements as well as the processes used for each project by different 

clients, what worked well or not well – all this should be accessible. In which form? It 

can be a report or dashboard. Having a web tool that is able to produce automatically 

the reports, graphs and charts is highly beneficial. Yet, Excel is also a very powerful 

tool. A standardized way of working with different clients should be established to be 

able to share and compare the results of our work for different customers and for the 

same supplier, for instance. 

8. What functionalities would you highlight as the most important ones 

for the Internal Customer KM tool? What main search criteria would you define to 

categorize the data? 

Answer: The typical filters that we could apply would be by industry, customers, 

supplier, product family, defect type, etc. It will be highly beneficial for TRIGO to develop 

a standardized list of categories for data management. However, different customers 

propose different categorization list, so TRIGO has to take the customer specificities 

into consideration. It is important for the system to be flexible, as it should be able to 

fit into the customers ERP and MRP (Manufacturing Resource Planning) systems as 

well. The consolidated centralized system should include multiple user profiles as well 
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as recognise specific needs of different users. It is also important to maintain different 

level of access to for different employees from the user perspective (by role, by person 

or both). Different type of information should be available and visible for customers 

(for ex. milestones, defect rates, objectives, project submissions), internal project teams 

and operations teams (for ex. information about cost and other key operational decisions), 

inspectors and suppliers (especially for source inspections). Using a standardized way 

of producing and sharing data from both industries so that it can speak to common set 

of identifiers is really essential to maintain a centralized system. 

9. From your point of view, which constraints in terms of implementation 

should be taken into account? 

Answer: Firstly, the problem of space allowed to store data. For instance, 

some images can be quite “heavy”. Furthermore, there can be some intellectual property 

issues related to producing and sharing pictures inside the network. One of the existing 

constraints of data sharing - no common language. English is an official language, but 

it is not always used by the employees. With fifteen different languages it is difficult 

to share information. There also differences in the version of the hardware system used 

by the teams globally that should be taken into consideration. Especially, it concerns 

working with customers who may have the latest version of Microsoft Office. Change 

management is an important issue. Training and communication is essential. 

10. What could be the strategy and main phases of KM tools implementation? 

Answer: In software development a big problem is scope creep. Incremental, 

progressive development and implementation which responding to different customers’ 

needs will pay off. Yet, the baseline for inspectors and customer platform system should 

be there for the initial release. 

 

Internal inspectors versus Freelancers:  

11. Your colleague Mr. Pomar told us that you were working not only with 

internal inspectors, but also with freelancers. What are the main differences in terms of 

KM practices between internal employees and freelancers? Challenges related? 

Answer: Freelancers have a restricted access to the TRIGO portal and can 

access less internal data than an internal employee. It is specified in the contract for 

which type of information a freelancer will have access. Besides that, it is stated that 
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freelancers have to input a specific type of information in the system of TRIGO in a 

certain way, and their input is expected to be the same as the internal employees would 

make. Is this requirement effective? – Yes and no. There is still no procedure on how 

to ensure that freelancers share as much data as they can. The challenge comes from 

the fact that it is difficult to find professionals with good expertise in this domain, so 

freelancers know that they have much power and can use it. 

12. Do you have different KM tools used by internal employees and 

freelancers?  

Answer: No, they use the same platform as internal employees with a more 

restricted access. 

 

Interviewee 6 

Role: Contract Manager for U-Shin project 

Industry: Automotive Business line 

 

Scope of the activities: 

1. What is U-Shin project? Is it aerospace or automotive industry? How 

many countries are involved in the project? 

Answer: U-Shin is an international company that supplies automobile parts 

for various automobile companies. U-Shin is not part of TREQ organization. 

2. Could you tell us about your network of quality resident engineers/ 

inspectors? Which industries are they working in? 

Answer: Quality residents act as customer representatives in host manufacturing 

plants. There is at least one resident for every car manufacturing plant in Europe, which 

is the same for U-Shin’s suppliers around the world. Regarding engineers, they are from 

TREQ department and are assigned for missions that requires specific expertise or to 

fulfil pinpoint services.  

3. What is the role of quality residents from the resident network? 

Answer: the quality residents normally act as a link between U-Shin plant 

and the car maker plant. Normally, U-Shin builds an assessment system for vehicles 

and inspects wide range of parts e.g. handles, engine door latch, latch for fuel doors, etc. 
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4. Could you explain the current procedures related to the U-Shin project? 

Answer: Its main missions include: 1.) manage quality residents who are 

hosted at sites in different areas, 2.) U-Shin can assign residents to do  services outside 

of their routine works, e.g. participate in meeting, present data on the parts. 

 

Existing KM tools: 

5. What current KM tools do you use to spread knowledge and share 

information within the network?  Is the service provider from internal/external source? 

Answer: Currently Google Drive is used for daily operations and referencing 

issues for U-Shin. Even if SharePoint is established, few team members use it on a 

regular basis, therefore data remains outdated. Moreover, there are some access issues: 

some users have limited access for SharePoint. “Red Daily Report” (RDR) is an initiative 

integrated in SharePoint which provides ready-made forms to be filled in. However, the 

residents are more familiar with Google Drive than SharePoint. For comparison, Google 

Drive is quicker than SharePoint in terms of downloading or uploading speed. Furthermore, 

time spent on transferring documents on SharePoint can be one of the factors that makes 

the transition undesirable. Google Drive remains easier to use. 

6. What types of information do they share? How do they manage 

information?  

Answer: the training files, invoicing files, RDR examples, databases, test. 

All these types of information are managed by resident manager who send files such 

as training modules directly to the residents.  

7. What are the main functionalities that are the most important ones from 

your point of view? What are the formats and classifications of the data shared? 

Answer: main functionalities are the ones featured by Google Drive and 

Red RDR. Google Drive is used to download and share files. The formats of files are in 

PDF to be conveniently accessible by smartphone for example, which is very important in 

order to ensure that people can open files on any device they use. 

8.  What are the advantages and disadvantages of the current KM tools from 

your point of view? Is there any error/mul-function? 

Answer: regarding the advantages, the Google Drive is the tool that everyone 

is accustomed to, it is more efficient in downloading or uploading the documents with 
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higher speeds. For the disadvantages, security issues needs to be considered. At the 

moment, resident managers give access to some people but a more secured platform 

would be appreciated. Moreover, language barrier is another problem for residents. 

9. Are there any concrete examples for the knowledge management problems? 

Answer: Current tools do not allow the resident managers to ensure that 

residents check the new documents or guidelines by themselves. Another minor point 

is that Google Drive doesn’t work in China.  

 

Ideal KM tool: 

10. How would you describe your ideal KM tool? What about the 

functionalities? How should the data be classified? 

Answer: The ideal tool should be autonomous, without requiring a lot of 

human interventions. It should have the capability to allow all residents to exchange 

information on common mistakes, frequent issues encountered on past missions, as well 

as self-learning materials. Automatic generation of documents should be possible by 

providing an extensive list of template for the reports to be filled directly in the online mode. 

Databases compatibility to support special activities apart from the quality management, 

e.g. parts presentation, meetings, etc. Thirdly, it should have an automatic generation 

of KPI’s. 

11. Since your project is operated worldwide, are there any obstacles related 

to the global scale for your activities that prevents your network from successful 

functioning? 

Answer: Currently, there are some obstacles. For example, the platform doesn’t 

have the full support for the Excel files regarding the capabilities in terms of features 

and formulas. Furthermore, there is a problem related to security of the documents. 

Even though Google Drive works, but it cannot be improved.  

12. What are the main search criteria that you would define to categorize 

the data? 

Answer: Any type of sorting can has its advantages depending on the different 

profiles of the users. Files can be categorized based on types of problem, typologies of 

incident, e.g. the database should have training area, work area, feedback, analysis of 

activities and so on. 
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Interviewee 7 

Role: Project Manager for Stream5 project 

Industry: Aerospace Business line 

 

Interviewee 8 

Role: Contract Manager for Stream5 project 

Industry: Aerospace Business line 

 

Scope of activities: 

1. What are the different roles of Contract Manager and Project Manager 

in Stream 5? 

Answer: For Stream 5 project, Contract Manager (Program Manager) works 

for the business line of aerospace and sales force for the countries that have no local 

sales force. Project Manager is responsible for the specific activities including an incoming 

quality inspection (parts controlling before delivering to Airbus and bringing them to 

the assembly line). In total, there is a team of 45 inspectors for cabin, 20 inspectors for 

airframe and 1 Quality Manager for Airframe working at seven Airbus sites. 

2. What is Stream5 project about? 

Answer: The objective of Stream 5 project is to secure Airbus final assembly 

line by ensuring the quality of the components which are being delivered by the suppliers. 

3. What is the scope of Stream 5 project? 

Answer: The scope includes two main areas of activities: quality control of 

the cabin equipment as well as quality services for airframe, structure and subparts.  

4.  How do you share knowledge among the inspectors on the global scale?  

Answer: There are two main ways of sharing data inside the team. SharePoint 

is mainly used for the inspectors network to exchange documents on the project on a 

daily basis. For the moment, it includes sharing monitoring system and some indicators. 

“Transnat” internal server (network hard drive) is used by quality managers to share 

more sensitive and more confidential data. Since the server can be accessed from only 

from inside, SharePoint is a more flexible solution. At the end, it is good to maintain 

both of them. 
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5. How do you share data with the client? 

Answer: The data is entered in the Airbus SharePoint which is called “Ishare”. 

Yet, in order to access the system the team should be physically present at Airbus site 

and have access to the system of Airbus. By contrast, Airbus does not have access to 

TRIGO SharePoint. Some files are also sent by emails to the client. 

6. What is the purpose of Customer Web Portal? 

Answer: Interviewee 7 and Interviewee 8 do not work with Customer Web 

Portal. 

 

Existing KM tools: 

7. What current KM tools do you use? Is the service provider from internal/ 

external source? 

Answer: The current tools used by the team are Transnat internal server and 

SharePoint. SharePoint is the most flexible tool to share the information at the moment. 

Interviewee 7 manages the structure of SharePoint and provides access rights for the 

inspectors to the data they may need for their job. SharePoint is used mainly to exchange 

current documents inside the inspectors’ network as its storage space is limited. If there 

is a need to increase the size, Interviewee 7 needs to contact the IT department. As for 

internal server, the team use it to store the necessary documents for the project, as there 

is more storage space and it is easier to extend it as it is managed fully internally.  

8. What types of information do you share? How do you manage it?  

Answer: All types of information related to the current project in the format 

of Word, Excel, PowerPoint, PDF.  There is no pictures shared separately from the 

documents at the moment, yet, a picture library may be beneficial for the operation in 

the future. 

9. From your point of view, what are the advantages and disadvantages of 

the current KM tools? Is there any error/mul-function? 

Answer: As for SharePoint, although it is a good tool to exchange information 

as the team can share data very easily, yet there are some limitations. There are 2 major 

inconveniences today. Firstly, its performance is dependent on the internet speed which 

can lead to an inefficiently uploading or downloading process which make take a lot of 

time and it prevents people from accessing the documents. Second limitation is in terms 
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of the storage space accessible in SharePoint. The platform is good for exchanging up-

to-date documents, but not for the storage. So, a backup solution is required to ensure 

that the SharePoint will be available every day for the team.  

SharePoint still cannot allow automatic update by itself. People have to 

spend some time to ensure that all the documents are up-to-date, that there is only the 

last version uploaded (“cleaning” of the files) and the previous old versions are stored 

on the server - a lot of manual work. Moreover, Interviewee 7 and Interviewee 8 are 

not expert in the SharePoint, so it takes time to discover how the tool works and to 

explain to the inspectors it functionalities, where they can look for the documents, etc. 

10. Are there any required KM service standards from the customer?  

Answer: there is no any specific standard required from Airbus. What Airbus 

wants is the same level of service on the sites both in Toulouse or Germany. The customer 

would like to see the results, but does not care about how the knowledge and data are 

shared inside the network. 

 

Ideal KM tool: 

11. What is your ideal tool for internal customer knowledge management 

to solve the present problems? What about the functionalities? How should the data be 

classified? 

Answer: Experience sharing and lessons learnt among the inspectors could 

be helpful for the team. The knowledge that should be shared include instructions for 

the inspectors in terms of what are the expectations from TRIGO and customer sides. 

The possibility to receive feedback for the work done from the inspectors side could 

be an opportunity.  

Facebook-looking interactive KM tool may be good to share knowledge. 

“Yammer” can be an example of business platform integrated in SharePoint (Microsoft 

Office application). This interactive platform serves as a communication tool for 

exchanging the messages, uploading photos etc. Yet, there is a threat that it can turn 

into personal use rather for professional use. 

The system that would inform the inspectors automatically about the new 

documents uploaded would be highly beneficial. Yet, it is difficult to ensure that people 
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have read the shared data properly and can use the knowledge received by self studying. 

Thus, face-to-face meetings and trainings are is still necessary. 

What is important to highlight is that when introducing a new tool or new 

functionalities it is mandatory ensure its smooth implementation. It includes having a 

clear view on who will animate the update of documents, which type of data will be 

shared, to which Quality Management process it will be linked and what will be the interest 

for all the stakeholders to use the tool. So, to guarantee the successful implementation, 

the process of adaptation for the tool usage inside the network is necessary. This will 

help to making the system live together with a parallel challenge of deploying the tool. 

12. Since your project is operated worldwide, are there any obstacles related to the 

global scale for your activities that prevents your network from successful functioning? 

Answer: There are the differences between the SharePoint of TRICO and 

of PIC Group that has been acquired recently. They use different Microsoft accounts 

and that is why the SharePoint in the US and in Europe are different and not connected 

to each other.  

13. What are the main search criteria that you would define to categorize 

the data? 

Answer: The categorization for search should be defined by the industry, the 

product family, the type of job, instructions related to different fields such as IT (for 

ex. for SharePoint) and so on. An important area to share would be customer specifications. 

The tool is important but the processes that will support the performance of the tool 

should be taken into account. 
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Appendix C: Comparison Table for Interview Results 
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Appendix D: Benchmarking Table 
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Appendix E: Flow Chart of Recommended Process 
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Appendix F: Symbols Applied in CKM Flowchart 
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